
Nebraska Relay FCC Certification Renewal and Supporting Documents 

Introduction 
Nebraska Relay, a program under the Nebraska Public Service Commission, in the state of 
Nebraska, has prepared the following narrative and attached appendices to comply with the FCC 
TRS Certification Renewal Application, specifically in response to the FCC Public Notice DA 17-
697, CG Docket No. 03-123 released on July 19, 2017.  Included in the Public Notice are the 
minimum mandatory FCC Telecommunications Relay Service (TRS) requirements under 47 C.F.R. 
§64.604 and §64.606. A copy of this Public Notice and these mandatory requirements are attached
as Appendix A.  Nebraska Relay prepared this TRS Certification Renewal Application with the 
assistance of Sprint Accessibility (formerly Sprint Relay).   

The Nebraska Public Service Commission contracted with Sprint Accessibility to provide 
Telecommunications Relay Service effective to provide operational, technical, and functional 
standards pertinent to the FCC mandates as specified in 47 C.F.R. §64.604 and §64.606.  Included 
with this TRS Certification Renewal Application is a copy of the Certification of Operation of TRS 
that was issued September 2015.  All of the minimum mandatory TRS requirements are listed in 
Appendix B.  Please note that although Sprint Accessibility provides Internet Protocol (IP) and 
Captioned telephone (CapTel) web-based services, Nebraska Relay does not contract to provide 
these services in Nebraska, nor is Nebraska Relay responsible for oversight of IP and VRS or to 
other Internet- or web-based relay services. 

The FCC has requested that each FCC TRS Certification Renewal application respond to the 
minimum mandatory FCC TRS requirements for providing TRS and that each state includes 
procedures and remedies for enforcing any requirements imposed by state programs.  Additionally, 
the FCC requested that several exhibits such as outreach presentations, promotional items, 
consumer training materials, and consumer complaint logs be included with the information 
provided. 
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Operational Standards 
A.1 Communication Assistants (CAs) 
§64.604 (a)(1) (i) TRS Providers are responsible for requiring that all CAs be sufficiently
trained to effectively meet the specialized communication needs of individuals with hearing 
and speech disabilities. 

CA Employment Standards 
The Nebraska Public Service Commission with Sprint Accessibility to provide the hiring, training 
and oversight of Communications Assistants (CAs) for Nebraska Relay.  Sprint Accessibility has 
established a successful procedure to attract qualified applicants for TRS CA positions.  Sprint 
Accessibility’s Quality Assurance team has developed comprehensive hiring and training programs 
that prepare employees for the challenging position as a CA and ensures all communications are 
of the highest quality.  Employees continue to expand their knowledge of Relay and the importance 
of providing quality services to the consumers they serve throughout their employment as a CA. 
CAs are required to have a high school diploma or GED, which ensures the applicant has at least a 
12th--grade level of English grammar and spelling skills, the ability to type 60 words-per-minute 
(wpm) on an auditory-based test, clear articulation and an intelligible, pleasant speaking voice.  

Preference is given to CA applicants with TRS experience, knowledge of American Sign Language 
(ASL), or experience working with individuals who are deaf, hard of hearing or have a speech 
disability.   

All applicants for CA positions are required to submit an employment application that details the 
applicant’s educational and employment history.  After an applicant’s educational history, 
employment history and typing test results are reviewed; a determination is made as to whether the 
applicant meets the minimum CA requirements.  A human resources representative will then 
screen potential candidates through face-to-face and telephone interviews to evaluate the 
applicant’s communication skills, including English grammar, diction and speech clarity, sensitivity 
to issues of customer service, integrity and confidentiality, and overall suitability for the job.  Those 
applicants who do not pass the HR screening interview will not be considered for employment. 
Sprint Accessibility TRS CA applicants are required to pass a valid and unbiased 12th-grade level 
spelling test to be considered for employment.  Sprint Accessibility TRS CA applicants must pass a 
valid unbiased 12th-grade level grammar test to be considered for employment.  Once the applicant 
passes the HR screening interview, he/she is interviewed in person by an Operations Supervisor 
for specific job dimensions that relate to the success of a CA.  These dimensions include sensitivity 
to customers and issues of confidentiality.  If the Supervisor recommends the applicant for 
employment, the applicant must pass a drug screen and a background investigation of educational, 
work and criminal histories.  

This process ensures only qualified applicants are hired to work at Sprint Accessibility centers as a 
CA. 

Sprint Accessibility provides an enhanced VCO service called Captioned Telephone (CapTel) 
Services.  Sprint Accessibility requires all CapTel CAs have a high school graduate equivalency as 
a minimum qualification for the job.  Sprint Accessibility ensures all CapTel CAs are sufficiently 
trained to meet the needs of CapTel users.  Trainees must demonstrate adequate skill level in all 
aspects of call processing prior to graduation from training.  CapTel Relay Trainees must also 
demonstrate a strong proficiency in the primary required skill-set of re-voicing for CapTel calls. 

 CapTel CA Trainees spend 2-3 weeks training in a classroom setting.
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 There is a final proficiency exam that must be passed in order to move into a live call 
environment. 

 Upon completion of classroom training, CapTel CAs are scheduled for one-week of 
transition training, while being monitored and supported by another CapTel CA or an 
Instructor. 

 All CapTel CAs must continue to qualify for live call handling each month. 

 Sprint Accessibility CapTel CAs are routinely coached on Call Center ergonomics, call 
handling procedures, and confidentiality. 

 Each CapTel CA is evaluated on a minimum of one call each shift.  

 There is also a monthly test each CapTel CA must pass in order to remain qualified to 
caption live calls. 

§64.604 (a)(1)(ii) CAs must have competent skills in typing, grammar, spelling, interpretation 
of typewritten ASL, and familiarity with hearing and speech disability cultures, languages 
and etiquette.  CAs must possess clear and articulate voice communications.  

Relay Nebraska , through their contract with Sprint Accessibility, has shown Sprint Accessibility 
CAs have competent skills in typing, grammar, spelling, interpretation of written ASL and familiarity 
with hearing and speech disability cultures, languages and etiquette.  Sprint Accessibility requires 
all CAs to possess clear and articulate voice communications.  CAs are given five written and three 
hands-on performance evaluations demonstrating the ability to process calls. Sprint Accessibility 
CAs must demonstrate Relay skill level in all aspects of call processing prior to graduation from 
training.  CAs must demonstrate their ability to: 

 Sprint Accessibility CAs must type 60 wpm prior to taking live calls and post training must 
demonstrate the ability to maintain a minimum typing speed of 60 wpm on an auditory test.  

 Sprint Accessibility’s diversified culture training program provides the CA with information 
about understanding TRS users including deaf users and their culture, history and 
communication needs.  Sprint Accessibility’s diversified culture program incorporates 
training includes the characteristics and of hard-of-hearing and late deafened users, 
deaf/blind and speech disabled users.    

 Demonstrate a professional and courteous phone image 

 Process calls using live training terminals in an efficient and knowledgeable manner 

 Role-play scenarios written in varying levels of ASL 

Sprint Accessibility provides an extensive process for hiring CAs who provide Speech to Speech 
(STS).  CA applicants must successfully achieve the following: 

 Six months of employment as a CA 

 Recommendation and/or approval from supervisor or manager 

 Attend and complete STS specialized STS training program including a written evaluation.  

 Proficiency in all areas of Relay call processing including grammar, enunciation and 
vocabulary 

 Hearing acuity test administered by an audiologist using calibrated equipment to perform a 
speech recognition test and pure tone test.  

STS applicants who meet these qualifications receive additional training specifically on STS.  
Sprint Accessibility’s STS training is delivered by individuals with professional experience related to 
Speech Disabilities and/or consumer experts and is based on adult learning theories.  STS 
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applicants who meet all qualifications for the STS training program receive eight hours of 
classroom training specifically on STS.  Sprint Accessibility’s STS training program has been 
developed based on direct experience and consultation with Dr. Bob Segalman obtained during the 
initial STS trial conducted along with eight years of experience processing STS calls.  The STS 
training outline includes specific strategies used to facilitate communication without interfering with 
the STS user’s control over the call including retention of information at the user’s request and 
verification of what is said to verify accuracy.  The STS training outline is displayed in the following 
figure: 

STS TRAINING OUTLINE 

Sprint Accessibility Values and Goals 

Training Agenda  

 Objectives / Training Outline 
 Introduction and History  
 Video 
 Service Description  
 Characteristics of Customers  
 Stereotypes 

 Speech-Disabilities  
 Attributes of Speech-to-Speech Relay CAs  
 Speech-to-Speech verses Traditional Relay 
 FCC Requirements 
 Speech-to-Speech Variations 
 Assessment 

Work Performance Components  

 Basic Call Processing  
 Call set up 
 Customer Database 
 Frequently Dialed Numbers 
 Customer Requests  
 Emergency Call Processing   

 Confidentiality 
 Transparency 
 Personal Conversations   
 Developmental Skill Practice 
 Audio 
 Observation 

Participation  

 CA training 
 Taking over calls – 15 minute 
 CA work performance 

 Call Focus 
 Teamwork – support peer 

Confidentiality and Transparency  

 Discuss call speech patterns 
 Discuss techniques customer uses 
 Have two CAs on one call, if necessary or 

customer requests. 

 Unacceptable to: 
 Have conversation regarding information 

discussed on calls 
 Discuss customers in general 

 

All CapTel CAs are tested and competent in typing, grammar, and spelling to ensure skills meet 
the following FCC Guidelines.  CapTel CA training provides familiarity with hearing, deaf, and 
speech-disabled cultures.  Personnel supporting CapTel have the requisite experience, expertise, 
skills, knowledge, training, and education to perform CapTel Services in a professional manner.  
CapTel Operator Trainees are screened on several skill sets to be considered for hire.  Several 
tests are administered to evaluate for skills in the following: 

 Spelling 

 Pronunciation 

 Enunciation 

 Reading Ability 

 Vocabulary  

 Error Recognition - CapTel CAs must be able to recognize a mistake in voice-
recognition and be able to appropriately correct errors while on a call. 

A captioned telephone user does not type during CapTel calls; therefore it is not necessary for the 
Operator to interpret typewritten ASL. 

CA Quality Assurance Programs 
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Sprint Accessibility Quality Assurance Managers coordinate all training curriculum and policies with 
the call center Quality Team Leaders and Assistant Trainers to ensure consistent quality is 
maintained throughout the TRS network of Relay centers.  The Sprint Accessibility Quality 
Assurance Managers and the call center training teams meet weekly to receive updates, discuss 
changes and discuss concerns and how to address them.  The training team is located in five 
Relay Centers across the country.  This team along with the support of the Location Managers, 
Supervisors, and CAs has just one goal: to provide excellent service to our customers.  In addition, 
Sprint Accessibility listens to customer’s feedback and takes proactive steps to implement 
suggestions and feedback.  Sprint Accessibility does not develop training and consumer education 
programs for the Telecommunications Relay service alone.  Sprint Accessibility contracts with 
members of the deaf, hard of hearing, deaf-blind and speech-disabled communities to jointly 
develop and present training all TRS programs. 

§64.604 (a)(1)(iii) CAs must provide a typing speed of a minimum of 60 words per minute.  
Technological aids may be used to reach the required typing speed.  Providers must give 
oral-to-type tests of CA speed.  

The Nebraska Public Service Commission contracts with Sprint Accessibility to provide a 
comprehensive Quality Assurance program focusing strictly on typing speed and accuracy.  As a 
part of this program, Sprint Accessibility conducts pre-employment testing and internal testing 
(quarterly) using a five-minute oral-to-type test that simulates actual working conditions and the 
Relay environment.  Internal testing on typing speeds demonstrated that Sprint Accessibility’s CAs 
typed an average of 83.9 wpm, with at least 95 percent accuracy.  In fact almost a third of Sprint 
Accessibility’s CAs type over 90 wpm!  

§64.604 (a)(1)(iv) TRS providers are responsible for requiring that VRS CAs are qualified 
interpreters.  A “qualified interpreter” is able to interpret effectively, accurately, and 
impartially, both receptively and expressively, using any necessary specialized vocabulary.  

The Nebraska Public Service Commission does not contract to provide VRS services, nor is the 
state responsible for the oversight of VRS.  As of January 2012, Sprint Accessibility no longer 
provides VRS services. 

§64.604 (a)(1) (v) CAs answering and placing a TTY-based TRS or VRS call must stay with 
the call for a minimum of ten minutes.  CAs answering and placing an STS call must stay 
with the call for a minimum of fifteen minutes.  

In-Call Replacement of CAs 
Through their contract with Sprint Accessibility, Nebraska Relay exceeds all FCC minimum 
requirements regarding changing CAs during a call.  As a matter of practice at Sprint Accessibility, 
calls are not taken over unless it is absolutely necessary to do so.  Sprint Accessibility CAs are 
trained to use on screen clocks to identify the total amount of time since the call arrived at the CA 
position.  After 10 minutes with the TRS (15 minutes with STS) inbound customer, a CA may be 
relieved if it is appropriate.  The only situations in which a CA would transition during a call prior to 
the FCC minimum standard of 10 minutes include: 

 The customer requests a CA of the opposite gender or different CA, 

 End user verbal abuse or obscenity towards the CA, 

 Call requires a specialist (STS, Spanish, other), 

 CA illness, 
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 At the request of the customer for any reason, and/or 

 CA becomes aware of a conflict of interest such as identifying callers as friends or family.   

In addition, there are situations which may require a CA to transition the call to a different CA, 
which is only approved after the CA has remained on the call longer than the FCC minimum 
standard of 10 or 15 minutes (for STS calls).  These include: 

 Shift change, and/or 

 CA fatigue normally as a result of a call in progress more than 30 minutes with difficult call 
content or speed or 60 minutes or more of an average call. 

 If transition of CAs is unavoidable, the change occurs with minimal disruption to either 
Relay participant including the following: 

o Sprint Accessibility attempts to honor any requests for a specific gender during call 
transitions.  

o The second CA silently observes the call long enough to learn the spirit of the call 
as well as reviewing any customer call handling preferences provided during the 
call and as a part of the Customer Profile. 

§64.604 (a)(1)(vi) TRS providers must make best efforts to accommodate a TRS user's 
requested CA gender when a call is initiated and, if a transfer occurs, at the time the call is 
transferred to another CA.  

As stated in section §64.604 (a)(1) (v), Nebraska Relay honors the requests of all callers when 
they request a specific CA gender.  Relay users may request a specific CA gender through the 
Customer Profile or a per-call basis directly with the CA.  The transfer of the CA to the requested 
gender occurs as soon as one is available.  This requirement has been waived by the FCC for 
CapTel CAs. 

§64.604(a)(1)(vii) TRS shall transmit conversations between TTY and voice callers in real 
time. 

All conversations relayed between voice and TTY callers are transmitted in real-time.  Nebraska 
Relay uses Sprint Accessibility’s Phoenix software, which provides tools and enhancements 
designed to allow conversations to be transmitted in real time, including the following: 

 Automated answer 

 CA-initiated macros (44 macros) 

 Function Keys (85 separate function keys) 

 System-initiated macros 

 On-line help panel 

 Tone of voice pre-approved descriptions (almost 100) 

 Automatic Error Correction Library (615 words) 

 Background descriptions (over 250) 

All of these features are available in all languages including English and Spanish.  CapTel is a 
transparent service.  CapTel CAs transmit audio and captioned text conversations from the voice 
caller to the CapTel user in real time.  Since the CapTel user utilizes their own voice to transmit, no 
transmission occurs from the CA to the voice caller. 

A.2 Confidentiality and Conversation Context 
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§64.604 (2)(i) Except as authorized by section 705 of the Communications Act, 47 U.S.C. 
605, CAs are prohibited from disclosing the content of any relayed conversation regardless 
of content, and with a limited exception for STS CAs, from keeping records of the content of 
any conversation beyond the duration of a call, even if to do so would be inconsistent with 
state or local law.  STS CAs may retain information from a particular call in order to facilitate 
the completion of consecutive calls, at the request of the user.  The caller may request the 
STS CA to retain such information, or the CA may ask the caller if he wants the CA to repeat 
the same information during subsequent calls.  The CA may retain the information only for 
as long as it takes to complete the subsequent calls.  

Confidentiality Policies and Procedures 
The Nebraska Public Service Commission contracts with Sprint Accessibility to oversee all TRS 
CAs, including CapTel CAs for the State of Nebraska.  In accordance with the FCC regulations, all 
information provided for the call set-up, including customer database records remain confidential 
and cannot be used for any other purpose.  Once the inbound party disconnects, CAs lose the 
ability to view or access any information pertaining to that call.  No written or taped information 
regarding the call is kept once the call is released from the Relay position.  Billing information is 
transferred to billing files after the call has been terminated and is no longer available except for 
billing purposes.  The only exception to this policy relates to STS calls.  Nebraska Relay STS Relay 
Agents may retain information from one inbound call for use in a subsequent outbound call, with 
the caller’s permission.  Such information will only be retained for the duration of the inbound call.  

Nebraska Relay’s confidentiality expectations are strictly enforced and employees are expected to 
comply with this policy during and after their period of employment.  Sprint Accessibility strictly 
enforces confidentiality policies in the Center, which include the following: 

 Prospective CAs undergo a thorough background investigation and screening. 

 During initial training, CAs are presented with examples of potential breaches of 
confidentiality. 

 Stress can be a factor in maintaining confidentiality.  CAs receive training on healthy 
detachment. 

 Breach of confidentiality will result in disciplinary action up to and including termination of 
employment. 

 CAs perform their work in cubicles that are bordered by high sound-absorption acoustic 
tiles and wear special noise reducing headsets. 

 All Sprint Accessibility Centers have security key access. 

 Visitors are not allowed in Relay work areas. 

 Supervisors are present in the work area to observe behavior. 

 All Relay Center personnel are required to sign and abide by the Sprint Accessibility 
Center’s Agreement Regarding Confidential Customer Information. 

 All employees attend annual confidentiality meetings wherein the confidentiality agreement 
is reviewed and re-signed. 

 

Sprint Accessibility Center’s Agreement Regarding Confidential Customer Information requires 
CAs to: 

 Keep all call information confidential. 

 Not edit or omit any content from the conversation. 

 Not add or interject anything into the content or spirit of the conversation. 
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 Assure maximum user control. 

 Continuously improve their skills. 
 

Nebraska Relay CapTel CAs must comply with the same rules TRS follows regarding 
confidentiality.  The CapTel confidentiality form is similar to TRS.  Information obtained during a 
CapTel call should not be shared with any person except a member of the CapTel management 
staff who has asked for specific information.  This information may be needed to clarify technical, 
policy, emergency, venting, consumer, or customer service issues.  General call information will 
not be shared unless it is used to clarify, vent, or teach.  Information about call content should be 
discussed in a private area only.  Only information critical to resolving the situation will be 
disclosed.  This may include consumer name, name of business/agency, gender of caller, type of 
call (voice in, CapTel in), day of week, time of day, city, state, or any other details that could in 
some way identify a consumer. 
 

A CapTel agent may have problems, complaints or stress from handling the call.  The CA may ask 
to speak to a supervisor or other member of management (as long as it was not their call) in a 
private area.  

The success of CapTel depends on quality and complete confidentiality.  Since consumers will be 
less likely to use the service if they feel their personal and professional calls are not kept in the 
strictest confidence, all Captionists understand and abide by the confidentiality policy.  Any CA who 
breaks this policy will be disciplined, up to and including termination.  Please see Appendix C for 
the TRS pledge of confidentiality. 

STS Limited Exception of Retention of Information 
At the request of a caller, Nebraska Relay STS CAs will retain information from a call in order to 
facilitate the completion of consecutive calls.  STS CAs may utilize the TRS system designed 
electronic scratchpad to aid the CA during the processing to a call or subsequent calls.  No 
information is kept after the inbound call is released from the CA position.  Please see Appendix C 
for the TRS Pledge of Confidentiality form. 

§64.604 (2)(ii) CAs are prohibited from intentionally altering a relayed conversation and, to 
the extent that it is not inconsistent with federal, state or local law regarding use of 
telephone company facilities for illegal purposes, must relay all conversation verbatim 
unless the relay user specifically requests summarization, or if the user requests 
interpretation of an ASL call.  An STS CA may facilitate the call of an STS user with a 
speech disability so long as the CA does not interfere with the independence of the user, 
the user maintains control of the conversation, and the user does not object.  Appropriate 
measures must be taken by relay providers to ensure that confidentiality of VRS users is 
maintained.  

Verbatim Relay and the Translation of ASL 
Nebraska Relay CAs type to the TTY user or verbalize to the non-TTY user exactly what is said, 
verbatim, when the call is first answered, and at all times during the conversation, unless either 
relay user specifically requests summarization or ASL interpretation.   

STS and TRS Training:  Sprint Accessibility puts control of the call with the users. 

 CAs accept their being involved only to the point of facilitating communication as a “human 
telephone wire.” 

 CAs understand the relay user is to remain in control of the call. 
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 CAs do not make decisions or comments on behalf relay users. 

 The user controls the call progress and content of the conversation.   

 CAs re-voice/relay verbatim what is spoken, typed or heard. 

At the request of the relay user, Nebraska Relay CAs will translate written ASL into conversational 
English.  Training is provided on various levels of interpretation of typewritten ASL during initial 
training and throughout a CA’s employment.  In order to successfully complete initial training, the 
CA must demonstrate competent skills to accurately reflect the TTY user’s intent and the CA’s role 
in the Relay process. CA trainees are required to pass a valid and unbiased written test to 
demonstrate that they can correctly interpret typewritten ASL phrases.  Trainees must achieve a 
score of 80% or better before being allowed to complete training and process Relay calls.  After 
initial training, each CA is provided with an ASL workbook.  This workbook is completed by the CA 
and returned to the Supervisor.  The Supervisor and CA together review the workbook and the 
CA’s ability to translate ASL to conversational English.  The CA keeps this manual for future 
reference.  A CA continues to be evaluated on translation skills through individualized monthly 
surveys. 

Nebraska Relay CapTel CAs are prohibited from intentionally altering a relayed conversation and 
will relay all conversation verbatim.  The State of Nebraska does not have oversight of VRS 
services and does not contract with providers to process VRS calls, and is therefore exempt from 
ensuring VRS interpreters maintain confidentiality. 

STS Facilitation of Communication 
Nebraska Relay STS CAs will facilitate communication without interfering with a caller’s 
independence.  They do not counsel, advise or interject personal opinions.  Nebraska Relay STS 
CAs have received training on many techniques to clarify the STS user’s message if the meaning 
or context is unclear.  Sprint Accessibility understands each STS user may also find one technique 
to be most comfortable.  Sprint Accessibility STS CAs will follow these customer preferences to 
clarify while providing as smooth of a call flow as possible.  Nebraska Relay STS CAs will not 
guess what the STS user is saying and will request clarification when unsure.  When unsure of the 
meaning or context, the STS CAs will ask the speech disabled caller to repeat or clarify – 
especially if the meaning or context is unclear.  Emphasis is placed on the intent and spirit of the 
message.   

When necessary, STS CAs respectfully engage in open dialogue with the STS user while 
maintaining focus on the intent of the call.  STS CAs may use many multiple tactics to clarify a STS 
user’s message.  Many times STS users have a preference on which tactic works best for him or 
her.  When the STS user has a preference, the STS CA will use that tactic.  Otherwise the STS CA 
may clarify unsure including the following: 

 STS CAs may simply ask STS user to repeat the word or phrase 

 STS CAs may ask “yes” or “no” questions 

 STS CAs may ask the STS user to use the word in another sentence 

 STS CA may ask the STS user to provide a word that rhymes with the misunderstood word 

 STS CA may ask the user to spell the word 

To ensure STS CAs follow established call processing procedures, STS CAs are evaluated 
through individualized monthly surveys, tested randomly through the test call process, provided 
with customer feedback when available and observed by supervisors who are available in the STS 
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CA work area to monitor performance.  If a development area is identified in any area of call 
processing the STS CA will receive specific feedback and additional training.  If the STS CA 
performance does not demonstrate improvement, progressive discipline up to and including 
termination may occur. 

A.3 Types of Calls 
§64.604 (3) (i) Consistent with the obligations of telecommunications carrier operators, CAs 
are prohibited from refusing single or sequential calls or limiting the length of calls utilizing 
relay services.  

Nebraska Relay provides 24x7 TRS for standard (voice), Text Telephone (TTY), wireless, or 
personal computer users to place local, intrastate, interstate, and international calls.  Nebraska 
Relay also processes calls to directory assistance and to toll free numbers.  There are no 
restrictions on the duration or number of calls placed by any relay user.  All relay users accessing 
Nebraska Relay retain full control of the length and number of calls placed anytime through relay.  
Nebraska Relay CapTel CAs are currently waived by the FCC for outbound calls because the 
CapTel CA is not involved in the call set up and cannot refuse the call CapTel users dial sequential 
calls directly therefore it is not possible for a CapTel CA to refuse sequential calls or limit length of 
calls.  Nebraska Relay CapTel CAs are not waived by the FCC for inbound calls to a CapTel user 
made through a TRS facility.  However, if a call is made directly to the captioned telephone access 
number, no set up is involved and the CapTel CA cannot refuse to call.  

§64.604 (3)(ii) Relay services shall be capable of handling any type of call normally provided 
by telecommunications carriers unless the Commission determines that it is not 
technologically feasible to do so.  Relay service providers have the burden of proving the 
infeasibility of handling any type of call.  

The following information is applicable for the timeframe through May 31, 2017:   
Relay Nebraska, through Sprint Accessibility, works in conjunction with the Local Exchange 
Enhanced Services to provide additional functionality for users of TRS.  Sprint Accessibility 
processes collect and person-to-person calls and calls charged to a third-party as well as calls 
billed to prepaid and non-proprietary calling cards offered by the local or any other interexchange 
carrier.  Nebraska Relay will also process calls to or from restricted lines e.g. hotel rooms and pay 
telephones. 

All TRS and CapTel users will be billed in the same manner that a non-relay user would be billed.  
The relay user will only be billed for conversation time, (which does not include call setup time, time 
in between calls and wrap-up time) on toll calls.  Billing will occur within 60 days of the call date.   
Nebraska Relay gives users the option of billing their calls to a non-proprietary LEC (local) or IXC 
(long distance) calling cards.  Nebraska Relay works with the LECs and IXCs to compile and make 
available to all TTY or CapTel users a list of acceptable calling cards.  The user’s carrier of choice 
is responsible for providing call types and available billing options, and will also handle the rating 
and invoicing of toll calls placed through the relay.   

The following information is applicable beginning June 1, 2017:   
As part of our overall corporate technology evolution to provide all of our customers with 
communications delivered in a cost-effective, high performance manner, Sprint has already 
decommissioned aging infrastructure whose upkeep costs our customers more.  For all of our 
Relay users, this also means simpler and quicker call set-up. 
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In August of 2016, Sprint received a waiver of end user selection of carrier from the FCC.  As a 
result, Sprint is offering domestic and international calling at no charge with no long distance 
fees or long distance call billing for all TRS and CTS users through Nebraska Relay service.  
Sprint’s optimal approach provides less cost to the end user, fewer billable minutes to the State, 
greater functional equivalence, and fewer customer complaints.  

Sprint’s approach as a global telecommunication provider includes the following benefits for 
Nebraska Relay and its end users: 

 Correctional Facilities:  Sprint will process calls from inmates at correctional facilities 
without charge.  Please note, inmate calling services (ICS) providers may assess fees 
directly to relay users – as is done for traditional phone users (i.e., non-relay callers). 

 Payphones:  Sprint will provide domestic and international calling at no charge for 
Nebraska Relay callers using payphones. 

 International Locations:  Sprint will provide outbound international calling at no 
charge for TRS and CTS users.  Inbound access is available with customers being 
charged. 

 Directory Assistance:  Sprint is offering access to Directory Assistance at no charge 
for Nebraska Relay Service. 

 Pay Per Call Services:  Sprint will continue to process calls to 900 access numbers.  The 
900 services provider may assess fees directly to relay users. 

§64.604 (3) (iii) Relay service providers are permitted to decline to complete a call because 
credit authorization is denied. 

The following information is applicable for the timeframe through May 31, 2017:   
If a long distance provider declines to complete a call because credit authorization is denied, Sprint 
Accessibility will relay the message verbatim to the relay user and follow the user’s instructions.   

The following information is applicable beginning June 1, 2017:   
Due to the waiver described in the previous question, long distance billing is no longer applicable.  
Sprint is offering domestic and international calling at no charge with no long distance fees or 
long distance call billing for all TRS and CTS users through Nebraska Relay service.   

§64.604 (3) (iv) Relay services shall be capable of handling pay-per-call calls. 

The following information is applicable for the timeframe through May 31, 2017:   
Sprint Accessibility was the first provider to process pay-per-calls, beginning in 1996. Callers to 
Nebraska Relay access 900 services by dialing a free 900 number to access relay.  Use of a toll-
free 900 number inbound to the relay center provides functionally equivalent access to the 
telecommunications network while preventing unauthorized end users from circumnavigating the 
LEC restrictions.  This process ensures the LEC will only complete those calls into the relay service 
that do not have a 900 number block added to their phone lines.  The 900 service provider and the 
900 number carrier(s) will rate and bill the user as if the call was dialed directly from the originating 
user's telephone.  Because 900 blocking information is not available with CapTel phones, CapTel 
users who wish to place pay-per-calls from the CapTel phone must update their Customer Profile 
form to allow these calls.   

The following information is applicable beginning June 1, 2017:   
Due to the previously described waiver, Sprint will continue to process calls to 900 access 
numbers.  The 900 services provider may assess fees directly to relay users. 
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§64.604 (3)(v) TRS providers are required to provide the following types of TRS calls:  (1) 
Text-to-voice and voice-to-text; (2) VCO, two-line VCO, VCO-to-TTY, and VCO-to-VCO; (3) 
HCO, two-line HCO, HCO-to-TTY, HCO-to-HCO.  

Nebraska Relay provides access to all available relay call types.  Through the state’s contact with 
Sprint Accessibility, the state meets and in some cases exceeds the requirements for text-to-voice, 
voice-to-text, VCO, two-line VCO, VCO-to-TTY, VCO-to-VCO, HCO, two-line HCO, HCO-to-TTY, 
and HCO-to-HCO.  Standard services provided by Nebraska Relay are: 

 Text-to-Voice (TTY to Voice)  

 Voice-to-Text (Voice to TTY) 

 VCO Attribute-Based Routing 

 VCO with Privacy/No GA 

 VCO Branding  

 Standardized or personalized VCO call announcement and explanation 

 Two-Line VCO 

 VCO-to-HCO 

 VCO-to-TTY 

 VCO-to-VCO 

 Reverse Two-Line VCO 

 Voice Call Progression 

 HCO with Privacy 

 HCO Branding 

 Standardized or personalized HCO call announcement and explanation 

 Two-Line HCO 

 Reverse Two-Line HCO 

 HCO-to-VCO 

 HCO to TTY 

Except where waived by the FCC, Nebraska Relay CapTel users are able to access all types of 
TRS calls.  The requirement to provide 711 dialing is waived for outbound calls made from a 
CapTel phone.  STS and HCO calls are also waived.  

§64.604(3)(vi) TRS providers are required to provide the following features:  (1) Call release 
functionality; (2) speed dialing functionality; and (3) three-way calling functionality.  
 

Call Release Functionality  
Nebraska Relay’s TTY Call Release, also known as TTY-to-TTY call set-up, is fully in compliance 
with FCC standards.  Once the CA has both TTY parties on line, the CA releases the call and the 
conversation is removed from the CA’s screen, ensuring confidentiality.  TTY callers are then able 
to conduct a conversation with their called party (TTY) without an intermediary remaining on the 
line.  Nebraska Relay adheres to the FCC’s 2nd Report and Order rule, and when the call is signed 
off or ‘released’ by the CA, the call ceases to be a Relay call and is no longer subject to the per-
minute reimbursement.  With 2-Line CapTel service, a CapTel user can release or receive captions 
at any time during a call. 

Speed Dialing Functionality  
Nebraska Relay’s speed dialing functionality (also known as frequently dialed numbers) allows 
Relay users to store up to 30 frequently called telephone numbers in their TRS customer profile.  
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Customers who wish to store more numbers can simply register multiple Customer profiles, which 
translate to an unlimited number of entries.  When the customer calls into the center, the customer 
can simply provide the CA the “short-hand” name or code associated with that number instead of 
the entire 10-digit number.  For example, a caller can simply request, “Please call mom,” and the 
CA will dial the associated 10-digit telephone number without delay.  The frequently dialed number 
entry can be sorted by name or number.  The CapTel phone is equipped with the ability to program 
in three speed dial numbers and a recently dialed number.  

Three-Way Calling  
Nebraska Relay provides three-way calling capability, in which the voice or STS Relay users 
through TRS (if the customer has purchased this feature from his/her LEC) can use this feature to 
tie the third party directly into the conversation or to tie the third party in by making a second call to 
the Relay center.  Relay users who have purchased Three-Way calling or conference calling 
capability from his/her LEC can use this feature when placing a call through Nebraska Relay.  This 
feature allows the user to place the call to the Relay and then conferences in the voice-called party.  
This is also known as the Two-Line VCO method. 

TTY users may also use the relay to conference in another TTY user on the line.  The original TTY 
user requests to place a call to the voice-called party.  It then becomes a conversation between 
two TTY customers and one Voice customer.  This process also would apply if there were two 
voice customers and one TTY user on the line. 

Nebraska Relay provides three-way calling for CapTel users that is in full compliance with FCC 
requirements.  Two-line CapTel users are able to host, join or be added to any three-way call in the 
same manner as traditional telephone users.  One-line CapTel users are able to join any three-way 
call in progress.  In order to be added on, the host of the three-party call would simply dial the 
national CapTel number and enter the CapTel user’s telephone number.  CapTel users are also 
able to participate in a conference bridge to speak to three or more individuals. 

§64.604(3)(vii) Voicemail and interactive menus.  CAs must alert the TRS user to the 
presence of a recorded message and interactive menu through a hot key on the CA's 
terminal.  The hot key will send text from the CA to the consumer's TTY indicating that a 
recording or interactive menu has been encountered.  Relay providers shall electronically 
capture recorded messages and retain them for the length of the call.  Relay providers may 
not impose any charges for additional calls, which must be made by the relay user in order 
to complete calls involving recorded or interactive messages.  

Nebraska Relay, through Sprint Accessibility, provides an advanced Phoenix platform which 
contains CA-generated macros (e.g., pre-programmed phrases) which allow the CA to press a “hot 
key” to alert TRS users of the presence of a recorded message and/or interactive menu.  Sprint 
Accessibility’s hot key sends text to the user which says “(RECORDING).”  Sprint Accessibility’s 
hot keys are available in all supported languages, including English and Spanish.  Nebraska Relay 
has the ability to electronically capture recorded messages and retain them for the length of the 
call.  All information provided during the call to the CA to assist in processing the call is considered 
customer-sensitive information and is deleted from the CA’s screen, after the call has ended.  The 
only information that is retained is information in the Call Detail Record necessary to bill the call.  
 

Nebraska Relay does not impose additional charges for any calls which must be made in order to 
process calls involving recorded or interactive messages.  Sprint Accessibility’s sophisticated 
Phoenix feature incorporates “function keys” allowing the CA to complete standard tasks with a 
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combination of two-keys (or mouse clicks).  As a result, many calls involving recordings can be 
completed without having to redial using Sprint Accessibility’s recording functionality.  If a CA 
needs to redial to process these calls, the CA can quickly redial, using a specific redial hot key for 
answering machine, voice mail and recordings which redials the call over an ultra-watts line so the 
end user is not imposed charges for additional calls.  
 

Nebraska Relay CapTel users are able to hear and interact directly with the recorded message and 
make the selections as requested by the interactive menu.  The CapTel user is alerted to the 
presence of a recording by hearing the recording and seeing the captions of the recording as the 
message is played.  CapTel users can replay messages as required until the message is both 
heard and read as captions.  The user can stay on the line as long as desired until the message is 
heard in its entirety or replayed.  This is requested by the user directly.  The CapTel user interacts 
with the recorded message system directly.  This is treated as one call. 
§64.604 (a) (3)(viii) TRS providers shall provide, as TRS features, answering machine and 
voice mail retrieval. 
 

Retrieving Answering Machine and Voice Mail Messages   
Nebraska Relay has the ability to retrieve messages from any voice processing system that can be 
accessed via the telephone.  Through Sprint Accessibility’s Phoenix platforms, CAs are able to 
retrieve and relay voice messages for TTY users and TTY messages for voice users. 

When a user requests the CA to retrieve messages from a voice mail system or PBX mailbox, the 
CA will follow the following process: 

 The CA will inform the caller that an answering machine has been reached.   

 If the caller has provided instructions, such as access codes will follow the user’s 
instructions. Sprint Accessibility will use the touch-tone capability embedded in Sprint 
Accessibility’s Phoenix software to enter access codes or system commands to retrieve 
new messages, play all messages, save messages, and/or delete messages (depending 
on customer instructions). 

 If necessary, Nebraska Relay CAs uses advanced recording technology to slow down the 
playback of the messages.  If a CA needs to redial to process these calls, the CA can 
quickly redial, using a specific redial hot key for answering machine, voicemail, and 
recordings which redials the call so the end user is not imposed charges for additional 
calls.  The following information is applicable for the timeframe through May 31, 2017:  If 
the CA needs to redial local calls are free, if the call is long distance the customer is only 
charged long distance calls for the first call.  The following information is applicable 
beginning June 1, 2017:  Sprint is offering domestic and international calling at no 
charge with no long distance fees or long distance call billing for all TRS and CTS users 
through Nebraska Relay service.   

 Sprint Accessibility’s platform provides the technology necessary to retrieve voice mail or 
answering machine messages including enabling and disabling touch-tone capability 
through hot keys (i.e. DTMF).   

 Once all customer instructions have been followed and the caller disconnects, all 
information including caller’s personal information is automatically deleted from the CA’s 
position to ensure that the customer’s information is kept confidential. 
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Like TRS users, Relay Nebraska’s CapTel users can retrieve answering machine messages from 
an answering machine near the CapTel phone.  However, the CapTel user will need to follow 
instructions that are slightly different than TRS users including the following: 

 Press the CapTel menu button that until the option, “Caption External Answering Machine 
Messages” is displayed.  (Please note that the handset must be hung up to do this.) 

 Press the “OK” button. 

 Pick up the handset and place it near the answering machine.   

 Watch the CapTel display to see when the CapTel CA is connected. 

 Press the “play” button on the answering machine. 

 View the captions on the CapTel display. 

 Save, delete or navigate to the next message using the answering machine controls. 

 When done, simply hang up the handset and the phone will be ready for the next call. 

With other voicemail systems, the CapTel user can both hear and interact directly with the 
recorded message and make the selections as requested by the interactive menu.  The CapTel 
user is alerted to the presence of a recording by hearing the recording and seeing the captions of 
the recording as the message is played. 

A.4 Handling of Emergency Calls 
§64.604(a)(4) Emergency call handling requirements for TTY-based TRS providers. TTY-
based TRS providers must use a system for incoming emergency calls that, at a minimum, 
automatically and immediately transfers the caller to an appropriate Public Safety 
Answering Point (PSAP).  An appropriate PSAP is either a PSAP that the caller would have 
reached if he had dialed 911 directly, or a PSAP that is capable of enabling the dispatch of 
emergency services to the caller in an expeditious manner.  

Nebraska Relay accepts incoming emergency calls, and automatically and immediately transfers a 
call to an appropriate Public Safety Answering Point (PSAP).  Through its contract with Sprint 
Accessibility, Nebraska Relay has access to the following: 

 The largest footprint of coverage across the U.S. to terminate a 911 call 

 A web interface with complete API and a branded end-user portal for address changes for 
internet calls. 

Call Processing Procedures 
Nebraska Relay uses the following procedures to ensure TRS users needing emergency services 
receive prompt assistance with their call. 

1. Nebraska Relay CAs act upon the word “emergency”.  Calls placed to fire, police, ambulance, and rescue 
squads are considered emergency calls. 

2. The CA hits a Phoenix function key (hot key) which designates the call as an Emergency.  This key also 
prompts the system to use the caller’s NPA/NXX to automatically route the call to the E911 center which is 
closest to the caller’s rate center.  This hot-key also “freezes” the screen with an emergency banner so that 
the call information remains displayed.  If the customer hangs up, the caller’s information is available to be 
shared with the 911 Center. 

3. Simultaneously, the CA presses a key to notify the Supervisor.  The Supervisor will assist the CA in 
processing the call, if needed.  The Supervisor does not take over the CA function unless requested or 
necessary to complete the call.  

4. The caller’s Automatic Number Identification (telephone number) is passed to the E911 as Caller ID. 

5. The CA identifies the call to the authorities, using the phrase: “This is an emergency.  I am calling for a deaf 
(or hard of hearing or Speech Disabled) person through the Nebraska Relay Service.  They are calling from 
(caller’s telephone number).  This is CA # 1234, one moment please.” 
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6. The CA advises the inbound caller that the emergency services is on the line.  For example, “(POLICE ON 
LINE NOW)” and then types the way the 911 operator answered the phone. 

7. The CA relays the call.  Unlike other Relay calls, CAs may step outside of their neutral role to more actively 
facilitate communication, as needed. 

8. Upon request, the CA connects the TTY caller directly to the PSAP (TTY). 

9. The CA fills out an “Emergency Incident Form” which documents the call. 

10. In the rare case of an E911 routing error, the CA will fill out a technical “trouble ticket” for additional 
investigation. 

Back up Procedures 
Through their contract with Sprint Accessibility, Nebraska Relay has access to an upgraded PSAP 
solution that has proven extremely accurate, resulting in few instances of PSAP routing errors.  In 
many instances, two numbers are provided for each rate center.  If one of the numbers fails, the 
second number is dialed.  In the event a valid number is not available, the CA will contact Directory 
Assistance for support. 

CapTel Emergency Calling 
When calling 911 using a one-line CapTel phone, the call is processed in the same way as a 911 
call processed when using a standard telephone.  

 The CapTel phone automatically converts to a Voice-Carry-Over (VCO) phone and dials 
911 directly. (The CapTel Call Center is not engaged in processing 911 calls.) 

 The CapTel phone will display the typed responses from the PSAP and the caller will use 
their voice to communicate with the PSAP.   

 The user will be connected to the proper 911 Center in the least amount of time and the 
telephone number (ANI) will automatically be passed to the 911 Center.  

 The 911 system renders the appropriate emergency response.  
 

Two-Line CapTel Emergency Calling 
Because Two-Line CapTel uses separate voice and data connections, it offers the most efficient 
way to access Emergency Services via 911 response Centers.  The Two-Line CapTel user is 
connected directly to 911 on a standard voice connection.  The captions are connected on the 
second line.  This procedure means the call is connected in the fastest time, to the most 
appropriate 911 Center every time, with a reliable voice grade connection and with full speed 
captions. 

Training and Support Materials 
Nebraska Relay CAs and Supervisors receive in-depth training on all emergency processes and 
procedures.  This training is reinforced through on-going refresher training where Call Center staff 
must demonstrate knowledge and proficiency of Emergency processes and procedures.  
Supervisors or Operations Administrators are available 24x7 to assist CAs when an emergency call 
occurs.  CAs also have immediate access to call processing steps via an online help screen and 
position reference guide. 

Variations 
There are many things that can happen during an emergency call, which require immediate action 
outside traditional call processing.  The following processes were established for many of these 
“variations” to guide CAs and the Call Center staff on how to proceed: 

Caller Disconnects Before Connecting to 911 Center 
If the inbound caller disconnects prior to being connected to 911, the Phoenix system will continue 
dialing to the PSAP/emergency call center.  The CA or Supervisor will notify the PSAP Call Center 
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of the premature disconnect and will provide any customer information that may assist the PSAP 
center in resolving the emergency.  If a customer calls into the TRS center, types “HELP GA” and 
hangs up, we will treat this as an Emergency call.  Since the customer does not give an emergency 
service name, Sprint Accessibility always connects the caller to the police.  The CA will notify the 
Supervisor who, in turn, calls the police and passes on all known information about the call.  The 
CA will also fill out an Emergency Incident Form as a record.  The police will make the 
determination as to what kind of emergency it is and will dispatch the required emergency service. 

Voice Emergency Calls 
If a voice customer misdials 711 when actually they require assistance through 911, the CA will say 
to the inbound voice:  “You have connected to a telephone relay service for the deaf and hard-of-
hearing.  If possible, you should hang up and dial 911.  If not, we can attempt to connect you to a 
911 center near your assigned telephone number, but there could be significant delay in getting 
assistance.”  When the voice caller does not disconnect, requests further assistance, and/or 
remains online for more than 5 seconds after the notification phrase is read the CA will attempt to 
complete the call to connect the caller to emergency services.  The CA will inform the caller, "I am 
connecting your call to Emergency Services, one moment please." 

A.5 STS Called Numbers 
§64.604 (a)(5) STS called numbers.  Relay providers must offer STS users the option to 
maintain at the relay center a list of names and telephone numbers which the STS user 
calls.  When the STS user requests one of these names, the CA must repeat the name and 
state the telephone number to the STS user.  This information must be transferred to any 
new STS provider.  

Nebraska Relay offers the ability for STS users to maintain a record of regularly called names and 
telephone numbers.  Nebraska Relay’s speed dialing functionality (also known as frequently dialed 
numbers) allows Relay users to store up to 30 frequently called telephone numbers in their 
Customer Profile.  When the STS user calls into the center, the user can simply provide the CA the 
“short-hand” name or code associated with that number instead of the entire 10-digit number.  For 
example, a caller can simply request, “Please call mom,” the STS CA will repeat the name and 
state the telephone number and then dial the associated 10-digit telephone number without delay.   

§64.604 (6) Visual privacy screens/idle calls.  A VRS CA may not enable a visual privacy 
screen or similar feature during a VRS call.  A VRS CA must disconnect a VRS call if the 
caller or the called party to a VRS call enables a privacy screen or similar feature for more 
than five minutes or is otherwise unresponsive or unengaged for more than five minutes, 
unless the call is a 9–1–1 emergency call or the caller or called party is legitimately placed 
on hold and is present and waiting for active communications to commence.  Prior to 
disconnecting the call, the CA must announce to both parties the intent to terminate the call 
and may reverse the decision to disconnect if one of the parties indicates continued 
engagement with the call. 

Nebraska Relay does not provide, contract to provide, or oversee VRS services and is exempt 
from this section. 

§64.604 (7) International calls.  VRS calls that originate from an international IP address will 
not be compensated, with the exception of calls made by a U.S. resident who has pre-
registered with his or her default provider prior to leaving the country, during specified 
periods of time while on travel and from specified regions of travel, for which there is an 
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accurate means of verifying the identity and location of such callers.  For purposes of this 
section, an international IP address is defined as one that indicates that the individual 
initiating the call is located outside the United States. 

Nebraska Relay does not provide, contract to provide, or oversee VRS services and is exempt 
from this section. 

Technical Standards   
B.1 ASCII and Baudot 
§64.604 (b) Technical standards—(1) ASCII and Baudot.  TRS shall be capable of 
communicating with ASCII and Baudot format, at any speed generally in use.  

Nebraska Relay contracts with Sprint Accessibility to provide Baudot (45.5 and 50), Turbocode, 
Enhanced Turbocode (E-Turbo) and all ASCII rates generally in use.  Upon a call being received at 
the CA position, TTY signals are automatically identified as Baudot, Turbocode or ASCII; if ASCII, 
the Baud rate is detected.  Outbound calls are dialed out in voice mode so both the CA and hearing 
user (if applicable) can hear the progress of the call.  If the phone is answered by a modem, the 
software will automatically switch to the appropriate mode of Baudot or ASCII based on the tone 
heard without intervention from the CA.  If the call is answered by a voice person, the CA will 
request the text device if a voice user originated the call. 

B.2 Speed of Answer 
§64.604 (2) Speed of answer.  (i) TRS providers shall ensure adequate TRS facility staffing to 
provide callers with efficient access under projected calling volumes, so that the probability 
of a busy response due to CA unavailability shall be functionally equivalent to what a voice 
caller would experience in attempting to reach a party through the voice telephone network.  

Nebraska Relay contracts with Sprint Accessibility, who currently has 13 TRS and CapTel centers 
across the U.S. Having access to this number of centers ensures adequate staffing for TRS and 
CapTel calls.  Sprint Accessibility samples the average answer time a minimum of every 15 
minutes for each 24-hour period.  Their Traffic Management Control Center (TMCC) is staffed with 
workforce analysts who understand call processes, call volumes, distribution patterns, contract 
requirements and call routing, thus ensuring exemplary service. 

Sprint Accessibility’s Workforce Analysts develop staffing requirements for each center monthly, 
daily and in 15-minute increments.  These center staffing lines are a management tool, which 
provides Workforce Analysts and each center with the following: 

 Initial CA requirement for each 15-minute period of the day 

 Total number of CAs scheduled for each-15 minute period 

 The number of CAs over or under the requirement needed to meet forecast call volumes 

 Daily, weekly, and monthly performance reports detailing speed-of-answer for each CA 
group and the CA utilization (occupancy) percentage.  These reports are reviewed to 
ensure that Sprint Accessibility is routing calls as efficiently as possible while meeting or 
exceeding customer expectations.  

 Adjustments to the minimum staffing requirements can be made as needed to the 15-
minute scheduling requirements based on unforeseen increases or decreases in call 
volumes. 
 

§64.604 (b) (2) ((ii) TRS facilities shall, except during network failure, answer 85% of all calls 
within 10 seconds by any method which results in the caller's call immediately being 
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placed, not put in a queue or on hold.  The ten seconds begins at the time the call is 
delivered to the TRS facility's network.  A TRS facility shall ensure that adequate network 
facilities shall be used in conjunction with TRS so that under projected calling volume the 
probability of a busy response due to loop trunk congestion shall be functionally equivalent 
to what a voice caller would experience in attempting to reach a party through the voice 
telephone network.  

A requirement of the Nebraska Relay contract with Sprint Accessibility is 90 percent of all calls be 
placed within 10 seconds measured on a daily basis and 95 percent of all calls measured on a 
monthly basis.  “Speed of answer” identifies the number of seconds required to answer a call. 
Nebraska Relay’s CapTel speed of answer meets or exceeds the FCC’s requirement to answer 85 
percent of all calls within 10 seconds.  Nebraska Relay expects Sprint Accessibility will continue to 
review TRS and CapTel data to determine trends, taking into account any call affecting issues such 
as weather, holidays, or technical problems.  Utilizing this information, Sprint Accessibility develops 
a Network forecast for each upcoming scheduling week.  Sprint Accessibility also reviews each 
center’s results for the previous six-weeks, as well as anticipated changes in staffing levels to 
determine each center’s capacity to handle forecasted calls.  Once the forecast has been 
determined, Sprint Accessibility ensures total network traffic is accounted for by each of the 
centers.  By continually monitoring current capacity with regards to trunking, CA workstations, 
staffing and equipment lag time between anticipated need and actual need will be minimized. 

§64.604 (b) (ii) (A) The call is considered delivered when the TRS facility's equipment 
accepts the call from the local exchange carrier (LEC) and the public switched network 
actually delivers the call to the TRS facility.  

Nebraska Relay considers the call delivered when the Relay Center’s equipment accepts the call 
from the LEC, and the public switched network actually delivers the call to the TRS Center.  Sprint 
Accessibility furnishes the necessary telecommunications equipment, facilities, and system 
software for the complete TRS operation.  Sprint Accessibility’s transmission circuits meet, and in 
most cases, exceed the ANSI T1.506-1990 Network Performance – Transmission Specifications 
for Switched Exchange Access Network standards. 

§64.604 (b) (ii) (B) Abandoned calls shall be included in the speed-of-answer calculation.  

Through its contract with Sprint Accessibility, Nebraska Relay includes abandoned calls in its daily 
speed-of-answer performance calculations.   

§64.604 (b) (ii) (C) A TRS provider's compliance with this rule shall be measured on a daily 
basis.  

Sprint Accessibility measures its compliance with average speed-of-answer times on a daily basis 
and reports this information to Nebraska Relay on a monthly basis. 

§64.604 (b) (ii) (D) The system shall be designed to a P.01 standard.  

Relay Nebraska , through its TRS contract with Sprint Accessibility, ensures that all relay call 
centers are provided with sufficient facilities and staffing to provide a Grade of Service (GOS) of 
P.01 or better for calls entering the call center switch equipment during the busiest hour.  Sprint 
Accessibility’s Relay system ensures that an excess of 99.99 percent of all calls reach the call 
center and are answered or receive a ringing signal. 
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§64.604 (b) (ii) (E) A LEC shall provide the call attempt rates and the rates of calls blocked 
between the LEC and the TRS facility to relay administrators and TRS providers upon 
request.  

Performance of inbound traffic on each Nebraska Relay toll-free number where it enters the Sprint 
Accessibility network or relay center facility is measured continuously and reported both daily and 
monthly.  These measurements, which include traffic volume and blockage data, are compiled into 
a monthly report available to the state. 

§64.604 (b) (iii) Speed of answer requirements for VRS providers are phased-in as follows: 
by January 1, 2006, VRS providers must answer 80% of all calls within 180 seconds, 
measured on a monthly basis; by July 1, 2006, VRS providers must answer 80% of all calls 
within 150 seconds, measured on a monthly basis; and by January 1, 2007, VRS providers 
must answer 80% of all calls within 120 seconds, measured on a monthly basis.  
Abandoned calls shall be included in the VRS speed of answer calculation.  

Nebraska Relay does not oversee VRS services, does not contract with a VRS provider to provide 
VRS services to customers, and is exempt from this section. 

B.3 Equal Access to Interexchange Carriers 
§64.604 (b) (3) Equal access to interexchange carriers.  TRS users shall have access to their 
chosen interexchange carrier through the TRS, and to all other operator services, to the 
same extent that such access is provided to voice users.  

The following information is applicable for the timeframe through May 31, 2017:   
Nebraska Relay TRS and CapTel users have equal access to their chosen IXC through Relay to 
the same extent access is provided to voice users. 

TRS and CapTel users are encouraged to register their preferred Carrier-of-Choice (COC) with 
Customer Service.  Users who have not registered their preferred COC are encouraged to contact 
the toll-free telephone support (Customer Service) to complete their registration.  All new CapTel 
phones come with a COC card packaged with the equipment.  Users are responsible for filling out 
the card or contacting CapTel Customer Service to receive the benefits of registering their COC 
preferences for CapTel calls. 

Voice-in users calling CapTel users are also notified that their call may incur long distance charges. 
After connecting to the CapTel voice-in Voice Response Unit (VRU) and entering the phone 
number of the CapTel user they wish to call, they may receive a verbal announcement stating that 
their call may include long distance charges.   

Nebraska Relay relies on Sprint Accessibility to provide its Relay customers with both the technical 
and operational capability to send and receive COC calls to and from other providers. Sprint 
Accessibility’s network has the capability to permit users to select the IXC or LEC of their choice in 
accordance with State and Federal law. 

Sprint Accessibility provides the necessary network connections and signaling information in 
compliance with the standards accepted by the Alliance for Telecommunications Industry Solutions 
(ATIS) titled “ATIS-0300084, Telecommunications Relay Service” (July 2006) for carriers to 
accurately bill and rate Relay calls.  Sprint Accessibility routes calls to the designated carrier in as 
efficient a manner as possible.  Sprint Accessibility includes the identification of the call as a Relay 
call, the end user calling number, the called number, and additional information describing the 
nature of the calling line (e.g., payphone).  Calls not requiring operator assistance are routed to the 
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carrier's non-operator switch.  Calls involving alternate billing (e.g., card, collect, third party) involve 
the operator services position of the carrier.  Again, Sprint Accessibility provides as much 
information as possible to the operator services position of the transport carrier through network 
signaling.  Efficient provision of routing to the carrier minimizes the call set-up time associated with 
the Relay call. 

Sprint Accessibility encouraged all Carriers to participate in its COC program.  When the requested 
Carrier was not a COC participant, Sprint Accessibility had established a procedure where the 
Carrier was notified, verbally and in writing, of its obligation to provide access to relay users and 
encouraged their participation.  

Outlined below was the process used by CAs to process COC calls and subsequent instructions to 
relay callers: 

 Sprint Accessibility CA answers the call 

 The caller provides the toll-call information. 

 The caller provides preferred Carrier information either registered in the user database or 
for a specific call. 

 If the preferred Carrier is not available through the Relay, the CA informs the caller with the 
standard phrase:  “I AM SORRY (carrier) DOES NOT ALLOW (billing method) CALLS 
OVER THEIR NETWORK.”   

 The user may choose to have another Carrier handle the call.  Sprint Accessibility then 
informs the unavailable Carrier of its obligation to provide access through the Relay 
Service.  

 The CA outdials the call utilizing the preferred Carrier.  If no Carrier is specified, the call will 
be carried over the Sprint Accessibility network. 

 The called-party answers the call. The CA relays the COC call between the caller and the 
called-party. 

 

Sprint Accessibility had 260 carriers participating in the Sprint Accessibility’s TRS COC program.  
Participation of Carriers in Nebraska is dependent on whether carrier is authorized to provide 
service in Nebraska and connectivity to the Sprint Accessibility Access Tandem.  At the time, 
Nebraska Relay had 19 carrier of choice companies listed as:  

Carrier Name     Out COC COC Index Carrier Code Operator Flag ETurbo RIB 
10-10-811 Vartec 0811 0811 0811 Y 811 
AT&T 0288 0288 0288 Y ATT 
All Others 0001 0001 0001 N  
Alltel 5253 5253 5253 Y AEJ 
Broadwing Telecom 0071 0071 0071 Y WSN 
CenturyLink 0432 0432 0432 Y QWD 
Charter Communications 6324 6324 6324 Y HFB 
Cox Communications 6269 6269 6269 N CJI 
EXCEL 0752 0752 0752 Y EXL 
Global Crossing 0444 0444 0444 Y ALN 
MCIWorldCom 0222 0222 0222 Y MCI 
Sprint 0333 0333 0333 Y SPT 
TCG Minnesota Inc. 0292 0292 0292 Y TPM 
TTI National 0555 WT21 0555 Y WTL 
Telecom One, Inc. 0444 AL30 0444 Y ALN 
Touch America 0244 0244 0244 Y AUD 
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TouchTone Communications 0432 LG17 0432 Y TTC 
Verizon LD 5483 5483 5483 Y GOP 
Windstream Communications, Inc. 0893 0893 0893 Y WCI 
 

The following information is applicable beginning June 1, 2017:   
As part of our overall corporate technology evolution to provide all of our customers with 
communications delivered in a cost-effective, high performance manner, Sprint has already 
decommissioned aging infrastructure whose upkeep costs our customers more.  For all of our 
Relay users, this also means simpler and quicker call set-up. 

In August of 2016, Sprint received a waiver of end user selection of carrier from the FCC.  As a 
result, Sprint is offering domestic and international calling at no charge with no long distance 
fees or long distance call billing for all TRS and CTS users through Nebraska Relay service.  
Sprint’s optimal approach provides less cost to the end user, fewer billable minutes to the State, 
greater functional equivalence, and fewer customer complaints.  

Sprint’s approach as a global telecommunication provider includes the following benefits for 
Nebraska Relay and its end users: 

 Correctional Facilities:  Sprint will process calls from inmates at correctional facilities 
without charge.  Please note, inmate calling services (ICS) providers may assess fees 
directly to relay users – as is done for traditional phone users (i.e., non-relay callers). 

 Payphones:  Sprint will provide domestic and international calling at no charge for 
Nebraska Relay callers using payphones. 

 International Locations:  Sprint will provide outbound international calling at no 
charge for TRS and CTS users.  Inbound access is available with customers being 
charged. 

 Directory Assistance:  Sprint is offering access to Directory Assistance at no charge 
for Nebraska Relay Service. 

 Pay Per Call Services:  Sprint will continue to process calls to 900 access numbers.  The 
900 services provider may assess fees directly to relay users. 

B.4 TRS Facilities 
§64.604 (b)(4) TRS facilities.  (i) TRS shall operate every day, 24 hours a day.  Relay services 
that are not mandated by this Commission need not be provided every day, 24 hours a day, 
except VRS. 

Nebraska Relay and Sprint Accessibility Customer Service are both available 24x7 for all TRS 
services.  Nebraska Relay, through Sprint Accessibility, utilizes both Uninterruptible Power Supply 
(UPS) and backup power generators to ensure relay centers have uninterrupted power even in the 
event of a power outage.  UPS is used only long enough for the backup power generators to come 
on line – a matter of minutes.  The backup power generators are supplied with sufficient fuel to 
maintain operations for at least 24 hours.  CapTel Relay Services are also available 24x7. 

§64.604 (b)(4) (ii) TRS shall have redundancy features functionally equivalent to the 
equipment in normal central offices, including uninterruptible power for emergency use.  

Nebraska Relay contracts with Sprint Accessibility’s Relay centers, which are equipped with an 
UPS, generator, and sufficient fuel to provide power for 24-hours following a power failure.  These 
back-up power systems can continue to provide power beyond 24-hours as long as fuel is readily 
available.  Working in parallel with the UPS is Sprint Accessibility’s Intelligent Call Router, which 
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instantly recognizes a problem anywhere in the Sprint Accessibility system and routes the calls to 
other operating call centers.  Nebraska Relay customers will be unaware of any system fault.  In 
the event of a power outage, the UPS provides seamless power transition while the emergency 
generator is brought on line.  During this transition of less than a minute, power to all the basic 
equipment and facilities for the center operation is maintained.  This includes the switch system 
and its peripherals, switch room environment (air conditioning and heating in the computer room), 
CA positions (including consoles/terminals), emergency lighting, system alarms and Call Detail 
Record (CDR) recording.  As a safety precaution, the fire suppression system is not electrically 
powered in case of a fire during a power failure.  Once the back-up generator is on line, stable 
power to all relay system equipment and facility environmental control is established and 
maintained until commercial power is restored..  

All of the system preventive maintenance functions can be performed on-line, with no effect on call 
processing.  In addition, on-line and off-line diagnostic routines will identify system faults or failures 
to the individual board level.  Diagnostic procedures are continually processed by the switching 
system software to detect defective components before they are used.  Manual on-line diagnostics 
can be launched at any time from the maintenance and administrative terminal located with the unit 
without affecting call processing, calls in progress or calls waiting to be answered.  The 
maintenance and administrative terminal includes keyboard, screen and printer capabilities.  
Please see Sprint Accessibility’s Disaster Recovery Plan and the Network Support Plan in 
Appendix D. 

§64.604 (b)(4)(iii) A VRS CA may not relay calls from a location primarily used as his or her 
home. 

Nebraska Relay does not oversee VRS services, does not contract with a VRS provider to provide 
VRS services to customers, and is exempt from this section. 

§64.604 (b)(4)(iv) A VRS provider leasing or licensing an automatic call distribution (ACD) 
platform must have a written lease or license agreement.  Such lease or license agreement 
may not include any revenue sharing agreement or compensation based upon minutes of 
use.  In addition, if any such lease is between two eligible VRS providers, the lessee or 
licensee must locate the ACD platform on its own premises and must utilize its own 
employees to manage the ACD platform. 

Nebraska Relay does not oversee VRS services, does not contract with a VRS provider to provide 
VRS services to customers, and is exempt from this section. 

B.5 Technology 
§64.604 (b)(5) Technology.  No regulation set forth in this subpart is intended to discourage 
or impair the development of improved technology that fosters the availability of 
telecommunications to person with disabilities.  TRS facilities are permitted to use SS7 
technology or any other type of similar technology to enhance the functional equivalency 
and quality of TRS.  TRS facilities that utilize SS7 technology shall be subject to the Calling 
Party Telephone Number rules set forth at 47 CFR 64.1600 et seq. 

Nebraska Relay through Sprint Accessibility, is in full compliance with 47 CFR §64.1600 et seq. of 
the FCC’s Rules for providing SS7 capability.  In order to achieve functional equivalence, Nebraska 
Relay will continue to provide Caller ID service through where the 10-digit number of the calling 
party is passed through to the called-party for local and long-distance calls.  Nebraska Relay 
receives calling party identifying information including blocking information, from all relay users.  
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Sprint Accessibility’s Caller ID solution includes receiving the privacy bit information from the 
inbound Relay caller and other call information elements such as:  

 Calling Party Number 

 Charge Number 

 Originating Line Information   

 Sprint Accessibility passes through the calling party information (rather than 711 or the 
number of the Relay Center)  

 

State-of-the-Art Technology 
As the provider of relay services for the State of Nebraska, Sprint Accessibility offers several 
enhanced features to improve the telecommunications access of STS relay users.  These 
advanced features include: 
 

 Message Retention (up to 24 hours) 

 STS Called Numbers 

 Privacy Option 

 STS Contact Information 

 STS Email Call Set-up 

 STS with Voice Carry Over 

 Specialized STS Customer Service (including Training Line) 

 Wireless Access - STS (*787) 
 

Wireless Access – STS (*787) 
In early 2012, Sprint Accessibility announced the first wireless short-code solution for STS users. 
Sprint Accessibility wireless customers are able to dial *STS (*787) to reach a STS CA quickly and 
easily from anywhere in the nation.  All callers who are physically located within the state are 
automatically connected to an STS CA.  This service is available to both callers with and without a 
speech disability who need to place an STS call.  Voice callers needing to place a call to an STS 
user may also use this service.  When Nebraska Relay TRS customers travel outside of the state, 
callers will automatically connected to STS based on their physical location.  If they are in a state 
where Sprint Accessibility is the Relay provider, the caller is connected to the State’s STS.  If not, 
callers are automatically transferred to Sprint Accessibility’s interstate STS, where they will be able 
to place interstate calls only.  This exciting new enhancement grants additional mobility and 
flexibility for STS users. 
 

STS Message Retention 
Sprint Accessibility expanded its Customer Profile to allow STS users to retain messages for up to 
24 hours.  The STS user may dictate the first message to be read to the called party.  This feature 
allows the STS user to request this initial message be retained in the Relay system for up to 24 
hours.  This is especially helpful if the STS user needs to leave a message and the line is busy.  If 
the called party is unavailable (e.g. busy signal, no answer), the STS user may request the STS 
message be retained.  Over the next 24 hours, the STS user can redial their state STS and request 
that the call be attempted without delay.  At the end of 24 hours, the message is automatically 
deleted from the Customer’s Profile. 
 

STS Called Numbers 
Sprint Accessibility continues to offer the ability for STS users to maintain a record of regularly 
called names and telephone numbers.  Sprint Accessibility’s speed dialing functionality (also 
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known as frequently dialed numbers) allows Relay users to store up to 30 frequently called 
telephone numbers in their Customer Profile.  This information, along with other preferences 
described below, can be transferred to any new STS provider.  When the STS user calls into the 
center, the user can simply provide the CA the “short-hand” name or code associated with that 
number instead of the entire 10-digit number.  For example, a caller can simply request, “Please 
call mom,” and the STS CA will dial the associated ten-digit telephone number without delay.  
Please see the following graphic for the written Customer Profile form, which encourages STS 
users to register speed dial entries.   

 
STS with Privacy Option 
Sprint Accessibility offers STS users the ability to communicate without the CA hearing the voice 
party.  If this option is selected, the CA simply listens to the voice of the STS user and repeats 
messages according to the STS users’ preference. 
 

STS Contact Information 
Communicating telephone numbers may be difficult for some STS users.  This feature allows STS 
users to simply advise friends, family and others to dial 711 to reach them.  Once connected, the 
person can simply provide the STS user’s name to the STS CA.  The STS CA will use the STS 
user’s profile information provided for this purpose to connect to the STS user based on the 
registered STS user’s hours and days of availability.  In this manner the inbound caller can be 
connected with the STS user at their location.   
 

Emergency Numbers 
In most emergency situations, STS callers dial 911 first for emergency help. However, this may be 
especially challenging for STS users.  STS users also have the ability to list up to ten additional 
emergency phone numbers in their Customer Profile.  Contacts such as a doctor’s office, the 
local/state poison control center and the local hospital are used for this purpose. 
 

B.6 Caller ID 
§64.604 (b) (6) Caller ID.  When a TRS facility is able to transmit any calling party identifying 
information to the public network, the TRS facility must pass through, to the called party, at 
least one of the following: the number of the TRS facility, 711, or the 10-digit number of the 
calling party.  

Nebraska Relay, through their contract with Sprint Accessibility, provides true Caller ID service 
where the 10-digit number of the calling party is passed through to the called-party for local and 
long distance calls.  Sprint Accessibility will receive calling party identifying information including 
blocking information, from all TRS users. 

Page 26



 

  

Customer Control 
With Sprint Accessibility’s TRS Caller ID, the Relay user is in control.  Relay users with this feature 
are able to disable or block their Caller ID information from being transmitted with their LEC on 
either a ‘per-call’ or a ‘per-line’ basis.  The TRS user can view the calling party's information before 
picking up the phone.  The Relay user can then decide whether or not to answer the call based on 
the name and number displayed on the Caller ID unit or their telephone display screen.  With Sprint 
Accessibility’s Caller ID, there are numerous benefits for TRS users, including:  

 Increased privacy 

 Documentation of calls received 

 A count of incoming calls on the display screen 

 Phone numbers of hang-up callers 

 Prompt emergency call processing 
 

When Caller ID information is not passed through, as with standard telecommunications, the call 
recipient will receive a message such as “Out of Area” or “Caller Unknown.” 

Technology 
Sprint Accessibility offers True Caller ID for all local and long-distance calls to Carriers who have 
connectivity with Sprint Accessibility.  Sprint Accessibility’s network interfaces with all global 
Carriers and major LECs, CLECs, and ILECs.  Sprint Accessibility’s Caller ID solution includes 
receiving the privacy bit information from the inbound Relay caller and other call information 
elements such as:  the Calling Party Number, Charge Number, and Originating Line Information.  
Sprint Accessibility passes through the calling party information (rather than 711 or the number of 
the TRS Center). 

Caller ID Enhancements 
Many Caller ID enhancements are compatible with the Relay service and can be accessed by TRS 
users. 

Selective Call Acceptance 
Selective Call Acceptance allows a user to create a list of phone numbers so that the user will 
receive only calls from numbers on that list.  All other callers will be directed to an announcement 
that says “The number you have dialed is not accepting calls at this time.”  If this recording is 
reached by Relay, it will be typed or spoken to the inbound caller.  When Selective Call Acceptance 
is in effect, it supersedes all other enhanced features. 

Selective Call Rejection 
Selective Call Rejection enables the user to create a list of special phone numbers so that when a 
call is received from that number, the call will be rejected.  If this recording is reached by Relay, it 
will be typed or spoken to the inbound caller. 

Selective Call Forward 
Selective Call Forward enables the user to create a list of special phone numbers so that when a 
call is received from someone on that list, the call will be forwarded to a designated number.   

Privacy ID (Anonymous Call Rejection) 
Privacy ID, also known as Anonymous Call Rejection, allows users to restrict incoming calls from 
parties who have blocked their Caller ID information.  If the name or number of the person that 
calls you is unknown, the caller hears a recorded message, such as:  “The person you are calling 
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does not accept blocked or unknown calls.  At the tone, please say your name or company name 
and your call will be connected.”  This information will be typed or voiced to the originating caller.  If 
the calling party wishes to leave their name, it will be left by the CA.  The called party, if hearing, 
may listen to the recording and choose an option to answer, block or send to voicemail.  Realizing 
not all users will be able to hear this recording by the calling party, some companies have 
implemented additional enhancements outlined below:  

Instant Access List (Preferred Caller List) 
Users may designate a list of up to 10 numbers that can bypass the Sprint Accessibility Privacy ID 
function.  If a caller’s number displays while their name doesn’t, adding their number to this list will 
let their calls through. 

Caller’s Access Code 
Caller’s Access Code allows a user to designate an override code for Privacy ID.  The user may 
share this code with friends and family, as desired.  When the calling party calls, they may choose 
to enter a code during the intercept greeting to bypass the Privacy ID screening so their call will go 
through.  This works great for friends and family who frequently call from areas where Caller ID is 
not available. 

Functional Standards 
C.1 Consumer Complaint Logs 
§64.604 (c)(1)(i) States and interstate providers must maintain a log of consumer complaints 
including all complaints about TRS in the state, whether filed with the TRS provider or the 
State, and must retain the log until the next application for certification is granted.  The log 
shall include, at a minimum, the date the complaint was filed, the nature of the complaint, 
the date of resolution, and an explanation of the resolution.  (ii) Beginning July 1, 2008, 
states and TRS providers shall submit summaries of logs indicating the number of 
complaints received for the 12-month period ending May 31 to the Commission by July 1 of 
each year. Summaries of logs submitted to the Commission on July 1, 2008 shall indicate 
the number of complaints received from the date of OMB approval through May 31, 2012.  
 

Nebraska Relay has established policies regarding complaints, inquiries, comments and 
commendations related to Relay Services and personnel.  Upon receipt of a direct complaint filed 
by a customer, a designated representative will accept the complaint, provide the customer with 
information regarding the process for resolution and will offer to follow-up with the customer.  Sprint 
Accessibility ensures that all records will include the name and/or address of the complainant 
(when offered), the date received, the CA identification number, the nature of the complaint, and 
the result of any investigation and the date of resolution.  

Nebraska Relay works closely with their TRS provider (Sprint Accessibility) to identify contact 
particulars such as: consumer type (TTY, VCO, HCO, Voice, STS), customer contact information 
(when given), CA identification numbers, the call handling center and over 45 contact categories 
including: complaints, inquires, and unsolicited commendations.  Sprint Accessibility submits 
reports detailing this information.  Each report will include the following information: 
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 Name of the complainant or commendation 

 The date of the contact, complaint or compliment 

 The nature of the complaint or comment 

 The action taken i.e. technical support, service explanation, CA development area, 
preparation of commendation  

 

All contacts and complaints received by Customer Service, Supervisors, and Account Management 
will be documented in Sprint Accessibility’s customer contact database. 

Customer Contacts Online Database (CCOD) 
To further support the complaint resolution process, Sprint Accessibility has developed a Customer 
Contact Online Database (CCOD), which serves as a seamless and timesaving device for 
documenting customer contacts.  The CCOD will automatically notify the TRS Sprint Accessibility 
program manager assigned to the State of Nebraska via email of any complaint entry, ensuring 
they receive timely notification of consumer concerns.  The CCOD will track consumer contact 
information as required by the FCC.  By approximately June 15th of each calendar year, Sprint 
Accessibility submits a copy of 12-month complaint log report for the period of June 1- May 31 to 
the State relay administrators.  Nebraska Relay reviews the log and then passed the complaint log 
to the FCC by July 1st of each year.   

See Appendix F for copies of the last five years of Nebraska Relay complaints that have been 
submitted to the FCC.  

C.2 Contact Persons 
§64.604 (c)(2) Contact persons.  Beginning on June 30, 2000, State TRS Programs, interstate 
TRS providers, and TRS providers that have state contracts must submit to the Commission 
a contact person and/or office for TRS consumer information and complaints about a 
certified State TRS Program's provision of intrastate TRS, or, as appropriate, about the TRS 
provider's service.  This submission must include, at a minimum, the following:  (i) The 
name and address of the office that receives complaints, grievances, inquiries, and 
suggestions; (ii) Voice and TTY telephone numbers, fax number, e-mail address, and web 
address; and (iii) The physical address to which correspondence should be sent.  
 

Nebraska Relay callers may file intrastate complaints and commendations regarding Nebraska 
Relay services through the following contacts: 

Emma Danielson, Senior Customer Relations Manager  
PO Box 7443, Springfield, IL  62791 
Web www.relayNebraska .com  
E-mail: emma.danielson@sprint.com  
TTY 800-676-3777 
 

Steve Stovall, Accountant – Communications Department 
Nebraska Public Service Commission 
300 The Atrium 
1200 N Street 
Lincoln, NE  68508 
E-mail: Steve.stovall@nebraska.gov 
www.nebraskarelay.com 
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Voice: 402.471.0225 
Fax: 402.471.0254 
 
C.3 Public Access to Information 
§64.604 (3) Carriers, through publication in their directories, periodic billing inserts, 
placement of TRS instructions in telephone directories, through directory assistance 
services, and incorporation of TTY numbers in telephone directories, shall assure that 
callers in their service areas are aware of the availability and use of all forms of TRS. Efforts 
to educate the public about TRS should extend to all segments of the public, including 
individuals who are hard of hearing, speech disabled, and senior citizens as well as 
members of the general population.  In addition, each common carrier providing telephone 
voice transmission services shall conduct, not later than October 1, 2001, ongoing 
education and outreach programs that publicize the availability of 711 access to TRS in a 
manner reasonably designed to reach the largest number of consumers possible.  

Examples of such outreach include: the Nebraska Relay website, www.nebraskarelay.com, 
www.captelnebraska.com.  See also Nebraska Relay TRS information in directories (Appendix E), 
Nebraska Annual Report (Appendix G), and brochures explaining Nebraska Relay (Appendix H).  
 
C.4 Rates 
§64.604 (4) Rates.  TRS users shall pay rates no greater than the rates paid for functionally 
equivalent voice communication services with respect to such factors as the duration of the 
call, the time of day, and the distance from the point of origination to the point of 
termination 
 

The following information is applicable for the timeframe through May 31, 2017:   
Nebraska Relay users are not charged more for services than for those charges paid by standard 
“voice” telephone users.  TRS users, who select Sprint Accessibility as their interstate carrier, will 
be rated and invoiced by Sprint Accessibility.  The caller will only be billed for conversation time.  
By FCC jurisdiction, Sprint Accessibility has two separate Message Telephone Service rates – one 
for interstate and one for intrastate.  The following table exhibits the discounted rates off Sprint 
Accessibility’s Message Telephone System (MTS) rates. 

 Intrastate Interstate 

Day (7 AM – 6:59 PM) 35% 50% 

Evening (7 PM – 10:59 PM) 25% 50% 

Night/weekend (11 PM – 6:59 AM all day Saturday & Sunday) 10% 50% 
 

The following information is applicable beginning June 1, 2017:   
As part of our overall corporate technology evolution to provide all of our customers with 
communications delivered in a cost-effective, high performance manner, Sprint has already 
decommissioned aging infrastructure whose upkeep costs our customers more.  For all of our 
Relay users, this also means simpler and quicker call set-up.  In August of 2016, Sprint received a 
waiver of end user selection of carrier from the FCC.  As a result, Sprint is offering domestic and 
international calling at no charge with no long distance fees or long distance call billing for all 
TRS and CTS users through Nebraska Relay service.  Sprint’s optimal approach provides less cost 
to the end user, fewer billable minutes to the State, greater functional equivalence, and fewer 
customer complaints.  Sprint’s approach as a global telecommunication provider includes the 
following benefits for Nebraska Relay and its end users: 
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 Correctional Facilities:  Sprint will process calls from inmates at correctional facilities 
without charge.  Please note, inmate calling services (ICS) providers may assess fees 
directly to relay users – as is done for traditional phone users (i.e., non-relay callers). 

 Payphones:  Sprint will provide domestic and international calling at no charge for 
Nebraska Relay callers using payphones. 

 International Locations:  Sprint will provide outbound international calling at no 
charge for TRS and CTS users.  Inbound access is available with customers being 
charged. 

 Directory Assistance:  Sprint is offering access to Directory Assistance at no charge 
for Nebraska Relay Service. 

 Pay Per Call Services:  Sprint will continue to process calls to 900 access numbers.  The 
900 services provider may assess fees directly to relay users. 

C.5 Jurisdictional Separation of Costs 
§64.604 (5) Jurisdictional separation of costs - (i) General.  Where appropriate, costs of 
providing TRS shall be separated in accordance with the jurisdictional separation 
procedures and standards set forth in the Commission's regulations adopted pursuant to 
section 410 of the Communications Act of 1934, as amended (ii) Cost recovery.  Costs 
caused by interstate TRS shall be recovered from all subscribers for every interstate 
service, utilizing a shared-funding cost recovery mechanism.  Except as noted in this 
paragraph, with respect to VRS, costs caused by intrastate TRS shall be recovered from the 
intrastate jurisdiction. In a state that has a certified program under §64.605, the state agency 
providing TRS shall, through the state's regulatory agency, permit a common carrier to 
recover costs incurred in providing TRS by a method consistent with the requirements of 
this section.  Costs caused by the provision of interstate and intrastate VRS shall be 
recovered from all subscribers for every interstate service, utilizing a shared-funding cost 
recovery mechanism.  
 

All Nebraska Relay intrastate and interstate minutes are reported separately to the state on the 
Sprint Accessibility invoice.  The interstate and international minutes are reimbursed by the TRS 
Interstate Fund.  The local and intrastate minutes are reimbursed by the State.  On individual 
customer invoices, Sprint Accessibility deducts minutes for which the Rolka Loube Saltzer 
Associates (RLSA), the Interstate TRS Fund administrator, reimburses.  These deductible minutes 
are associated with these call types:  Interstate, International, Interstate Directory Assistance, Toll 
Free, and 900.  In accordance with FCC rules, states only receive a 51 percent deduction for Toll 
Free and 900 minutes for which RLSA reimburses.  For RSLA reimbursement, Sprint Accessibility 
uses a cumulative report of eligible customers to calculate its monthly reimbursement request.  An 
invoice and supporting documents are sent monthly to RSLA for reimbursement. 

ADA Requires TRS Services 
In July 1990, the Americans with Disabilities Act (ADA) was passed by our Congress.  Title IV of 
the ADA requires all states provide relay services to deaf and hard of hearing people 24x7. 

See Appendix I for legislation documents and the Nebraska Rules and Regulations establishing 
relay services in Nebraska. 
 
Telecommunications Relay Fund 
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§64.604 (c)(5)(iii) through §64.604 (c)(iii)((M) does not pertain to State programs.  However, 
the state of Nebraska contracts with Sprint Accessibility who contribute and collect 
interstate funds through RLSA.  It is the State’s understanding that Sprint Accessibility 
complies with the appropriate mandates under this section. 

§64.604 (c) (7) (N) (1-4) pertain to VRS providers.  The State of Nebraska does not provide 
VRS services, does not contract to provide VRS services and is exempt from this section. 

C.6 Complaints 
§64.604 (6) (i) Referral of complaint. If a complaint to the Commission alleges a violation of 
this subpart with respect to intrastate TRS within a state and certification of the program of 
such state under §64.605 is in effect, the Commission shall refer such complaint to such 
state expeditiously.  (ii) Intrastate complaints shall be resolved by the state within 180 days 
after the complaint is first filed with a state entity, regardless of whether it is filed with the 
state relay administrator, a state PUC, the relay provider, or with any other state entity.  

Nebraska Relay works in conjunction with the TRS provider, Sprint Accessibility, to establish a 
complaint resolution procedure to ensure complaints are resolved within 180 days of filing.  If the 
complaint concerns a specific CA, an Operations Supervisor follows up and resolves the complaint.  
The role of the supervisor is to:  

 Accept all types of complaints, issues and comments 

 Handle all service type complaints 

 Resolve complaints with CAs 

 Follow up with customers if requested by the customers 

If the complaint concerns a specific technical issue, a trouble ticket is filed and the ticket number is 
documented on the customer contact form.  The ticket will be investigated and resolved by an on-
site technician.  The state-assigned Account Manager is responsible for tracking all technical 
complaints and following-up with customers on resolutions.  If a miscellaneous complaint is filed 
with customer service, a copy is faxed to the appropriate Relay Program Manager for resolution 
and follow-up with the customer.  Nebraska Relay customers also have the option of calling Sprint 
Accessibility’s 24-hour Customer Service department (800-676-3777), the Sprint Accessibility 
Account Manager or the Nebraska contact to file complaints or commendations.  Nebraska Relay 
has adopted the informal FCC procedure of closing all complaints, complete with a satisfactory 
resolution, within 180 days of the date the complaint was filed.  Nebraska Relay submits all 
complaints from June 1-May 31st to the FCC by the annual July 1st deadline. 

 
C.7 Treatment of TRS Customer Info 
(7) Treatment of TRS customer information.  Beginning on July 21, 2000, all future contracts 
between the TRS administrator and the TRS vendor shall provide for the transfer of TRS 
customer profile data from the outgoing TRS vendor to the incoming TRS vendor.  Such 
data must be disclosed in usable form at least 60 days prior to the provider's last day of 
service provision.  Such data may not be used for any purpose other than to connect the 
TRS user with the called parties desired by that TRS user.  Such information shall not be 
sold, distributed, shared or revealed in any other way by the relay center or its employees, 
unless compelled to do so by lawful order. 
 

Page 32



 

  

Nebraska Relay, through Sprint Accessibility’s Customer Preference Database, includes type of 
call, billing information, speed dialing, slow typing, carrier of choice, emergency numbers, blocked 
outbound numbers, language type (English, Spanish, ASL) and call notes in customers’ profiles.  
At the end of the ensuing contract(s) Sprint Accessibility will transfer all TRS database records to 
the next incoming relay provider, at least 60 days prior to the last day of service, in a usable format.  
Sprint Accessibility does not use customer information for any purpose other than to connect the 
TRS user with the called parties desired by that TRS user.  Sprint Accessibility will not be sell, 
distribute, share or reveal in any other way by the relay center or its employees, unless compelled 
to do so by lawful order. 

§64.606 State Certification 
3(b)(1) Requirements for state certification.  After review of state documentation, the 
Commission shall certify, by letter, or order, the state program if the Commission 
determines that the state certification documentation:  (i) Establishes that the state program 
meets or exceeds all operational, technical, and functional minimum standards contained in 
§64.604; (ii) Establishes that the state program makes available adequate procedures and 
remedies for enforcing the requirements of the state program, including that it makes 
available to TRS users informational materials on state and Commission complaint 
procedures sufficient for users to know the proper procedures for filing complaints; and (iii) 
Where a state program exceeds the mandatory minimum standards contained in §64.604, 
the state establishes that its program in no way conflicts with federal law. 
 

HISTORICAL BACKGROUND 
OF NEBRASKA’S TELECOMMUNICATIONS RELAY SERVICE 
 
During the 1990 Legislative session, legislation was passed authorizing the establishment of 
Telecommunications Relay Service in Nebraska. Since 1990 this legislation has been 
amended. The current legislation that includes the original legislation plus amendments are 
codified in Nebraska statutes 86-301 through 86-315, including Nebraska’s current Rules and 
Regulations are included in Appendix I. Pursuant to the terms of those statutes, the Nebraska 
Public Service Commission was directed and authorized on behalf of the State of Nebraska to 
establish such service. 
 
 
In the spring of 1990 a Request For Proposal was issued by the Nebraska Public Service 
Commission requesting bids to provide telecommunication relay services under contract 
for the State of Nebraska. There were five bidders submitting bids to provide service for 
the State of Nebraska including Lincoln Telephone Company (now “Windstream”), Arapahoe 
Telephone Company, The Tulsa Association of the Deaf, AT&T, and Hamilton 
Telephone Company. The bid was awarded to Hamilton Telephone Company in 
September of 1990 and service was initiated in accordance with the terms of the contract 
on January 1, 1991 for a two and one-half year term. The center serviced 5,243 incoming 
calls with an operator work time of 33,453 minutes during its initial month. Use of the 
center grew steadily until the 1999-2000 timeframe. 
 
The Nebraska Public Service Commission extended its contract with Hamilton Telephone 
Company twice as was stipulated in the original contract. Each renewal was for two 
years for a total of four additional years. On November 22, 1996, the Nebraska PSC 
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released a Request For Proposal for Telecommunications Relay Services in Nebraska. 
There were three bidders submitting bids to provide service including Hamilton 
Telephone Company, Sprint and MCI. The bid was awarded to Hamilton Telephone 
Company in March of 1997 for a three-year initial term beginning July 1, 1997 with one 
option to renew for two additional years. Hamilton Telecommunications served 20,208 
incoming calls with an operator work time of 133,714 minutes during July of 1997. 
 
On December 11, 2001 the Nebraska Public Service Commission released a third 
Request For Proposal to solicit bidders to provide Telecommunications Relay Services in 
Nebraska for the new contract period beginning July 1, 2002. There were three bidders 
submitting bids to provide service including Hamilton Telephone Company, Sprint and 
MCI. A fourth bidder solicited to provide service for Video Relay Service only by CSD 
(“Communications Services for the Deaf”). This contract provided for an initial three-year 
term with two (2) optional renewal terms of two (2) years each for a total potential contract duration 
of seven (7) years. On March 19, 2002 the contract was awarded to 
Hamilton Telephone Company. 
 
On December 5, 2008 the Nebraska Public Service Commission released a fourth Request For 
Proposal to solicit bidders for Telecommunications Relay Services in Nebraska beginning July 1, 
2009.  There were two bidders including Hamilton and Sprint.  The contract provided for an initial 
five-year term with two (2) optional renewal terms of two (2) years each for a total contract potential 
term of nine (9) years.  On May 28, 2009 the contract was awarded to Sprint. 
  
In lieu of exercising the first renewal term, the Commission initiated a rebid on the contract.  On 
February 14, 2014 the Nebraska Public Service Commission released a fifth Request For Proposal 
to solicit bidders for Telecommunications Relay Services in Nebraska beginning July 1, 2014.  
Hamilton and Sprint provided the bids.  The contract provided for a five-year contract term with no 
renewals.  On May 5, 2014 the contract was awarded to Sprint.  The July 1, 2009 and 2014 
contract included provisions for a performance bond and liquidated damages to ensure compliance 
with performance standards. 
 
A copy of the award announcing Sprint as Nebraska’s TRS provider is referenced in Appendix J 
with the FCC’s 2013 TRS Recertification approving Nebraska Relay as Appendix K. 
§64.606(f) Notification of substantive change.  (1) States must notify the Commission of 
substantive changes in their TRS programs within 60 days of when they occur, and must 
certify that the state TRS program continues to meet federal minimum standards after 
implementing the substantive change.   
 
Effective July 1, 2014 Sprint was selected for a second five-year contract term ending June 30, 
2019 for the State of Nebraska.  Effective for this time period, Captioned Telephone (CapTel) TRS 
services was also provided for with Sprint as primary contractor and CTI, the sole provider of 
CapTel in the United States.  CTI is a wholly-owned subsidiary of Ultratec.  In addition, two 
separate CapTel media awareness activities began in September 2017 and will commence again 
in February 2018.  The FCC was notified of these changes per the letter referenced in Appendix L.   
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Federal Communications Commission 
445 12

th
 St., S.W. 

Washington, D.C. 20554 

News Media Information 202 / 418-0500 
Internet: https://www.fcc.gov 

TTY: 1-888-835-5322 
 

 

 

 

DA 17-697 

Released:  July 19, 2017 

 
CONSUMER AND GOVERNMENTAL AFFAIRS BUREAU REMINDS STATE 

TELECOMMUNICATIONS RELAY SERVICE PROGRAMS TO SEEK RECERTIFICATION 

CG Docket No. 03-123 

Under Section 225, states wishing to operate their own telecommunications relay service (TRS) 

programs for the provision of intrastate and interstate TRS must have certification from the Federal 

Communications Commission (FCC or Commission) to do so.
1
  Commission rules provide that states and 

covered territories may receive TRS certification in five year increments.
2
  This Public Notice alerts states 

and territories that the certifications they now hold will expire on July 25, 2018.  Under the Commission’s 

rules, each certified state or territory may file an application for renewal of its certification one year prior to 

expiration, i.e., beginning July 25, 2017.
3
  Although there is no prescribed deadline for filing, we request 

that renewal applications be filed no later than October 1, 2017, to give the Commission sufficient time to 

review and rule on the applications prior to expiration of the existing certifications. 

Congress created the TRS program in Title IV of the Americans with Disabilities Act of 1990 

(ADA),
4
 codified at Section 225 of the Communications Act of 1934, as amended (Act).

5
  TRS enables 

persons with hearing and speech disabilities to access the telephone system to communicate with other 

individuals.
6
  Under the Act, the Commission must ensure that the provision of TRS is functionally 

equivalent to voice telephone services.
7
  The Commission’s TRS regulations set forth mandatory minimum 

standards that TRS providers must follow to meet this functional equivalency mandate.
8
 

All certified state TRS programs are required to provide traditional (TTY-based) TRS, interstate 

Spanish language traditional TRS, and speech-to-speech relay (STS) service.
9
  States may also offer 

captioned telephone relay service (CTS).
10

  Each state seeking renewal of its certification must submit 

                                                           
1
 47 U.S.C. § 225(f).  TRS are “telephone transmission services that provide the ability for an individual 

who is deaf, hard of hearing, deaf-blind, or who has a speech disability to engage in communication by 

wire or radio with one or more individuals, in a manner that is functionally equivalent to the ability of a 

hearing individual who does not have a speech disability to communicate using voice communication 

services by wire or radio.”  47 U.S.C. § 225(a)(3).  See also Telecommunications Relay Services and 

Speech-to-Speech Services for Individuals with Hearing and Speech Disabilities, Report and Order, Order 

on Reconsideration, and Further Notice of Proposed Rulemaking, 19 FCC Rcd 12475, 12479, para. 3 & 

n.18 (2004) (describing how a traditional TRS call works).  Although state TRS programs may offer 

interstate as well as intrastate TRS, only the costs associated with the provision of intrastate TRS are 

recovered from the state.  See 47 U.S.C. § 225(d)(3). 
2
 47 CFR § 64.606(c)(1).  The Consumer and Governmental Affairs Bureau (CGB or Bureau), under 

delegated authority, issued its last round of certification grants in July 2013.  Notice of Certification of State 

Telecommunications Relay Services (TRS) Programs, Public Notice, 28 FCC Rcd 9987, 9987 (CGB 2013). 
3
 47 CFR § 64.606(c)(1). 

4
 Pub. L. No. 101-336, 104 Stat. 327 (July 26, 1990). 

5
 47 U.S.C. § 225.   

6
 Id. § 225(a)(3). 

7
 Id. § 225(a)(3). 

8
 See 47 CFR § 64.604.   

9
 See 47 CFR § 64.603. 

10
 Since 2003, CTS has been a non-mandatory type of TRS that is eligible for compensation from the states 

for intrastate calls and from the Interstate TRS Fund for interstate or IP-based CTS calls.  
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documentation to the Commission that describes its relay program and includes its procedures and 

remedies for enforcing any requirements that the program may impose.
11

  In addition, a state must establish 

that its program makes available to TRS users informational materials on state and Commission complaint 

procedures sufficient for users to know the proper procedures for filing complaints.
12

  This certification 

process is intended to ensure that TRS is provided in a uniform manner throughout the United States and 

territories.  The Commission’s TRS rules further explain that documentation should be submitted in 

narrative form, and that the Commission shall provide the public with notice of and an opportunity to 

comment on such applications.
13

 

Per the following schedule, the Bureau will release for public comment each application for 

renewal, after which it will review each application to determine whether the state TRS program has 

sufficiently documented that it meets or exceeds all of the applicable operational, technical and functional 

mandatory minimum standards set forth in section 64.604 of the Commission’s rules.
14

  The state must also 

establish that the program does not conflict with federal law.
15

  In addition, applications will be reviewed to 

ensure that each state TRS program makes available adequate procedures and remedies for enforcing the 

requirements of each state’s program.
16

  The Bureau will release public notices of renewal of certification 

for each state on a rolling basis.  

SUMMARY OF STATE TRS PROGRAM CERTIFICATION TIMELINE 

DATE FCC ACTION PROCESS 

Beginning July 2017  CGB will issue Public Notices seeking 

comment on state TRS applications that 

have been filed. 

Comments are due within 30 days 

of release of the Public Notices; 

reply comments are due within 15 

days thereafter.   

July 2017 - May 2018 CGB will review applications for TRS 

recertification for compliance with 47 CFR 

§§ 64.604 and 64.606. 

If necessary, the Bureau will send 

deficiency letters requesting 

additional information from states 

to ensure compliance with TRS 

mandatory minimum standards 

and other certification 

requirements. 

May 2018 - July 2018 CGB will issue certification renewals on a 

rolling basis. 

 

 

PROCEDURES FOR FILING:  All filings must reference CG Docket No. 03-123 and be captioned 

“TRS State Certification Application.” 

Electronic Filers:  Filings may be filed electronically using the Internet by accessing the 

Commission’s electronic comment filing system (ECFS):  http://apps.fcc.gov/ecfs/.  Follow the instructions 

provided on the website for submitting electronic filings.  For ECFS filers, in completing the transmittal 

screen, filers should include their full name, U.S. Postal service mailing address, and CG Docket No. 03-

123.       

Paper Filers:  Parties who choose to submit by paper must submit an original and one copy of 

each filing.  To expedite the processing of the applications, parties submitting by paper are encouraged to 

                                                                                                                                                                             

Telecommunications Relay Services, and Speech-to-Speech Services for Individuals with Hearing and 

Speech Disabilities, Declaratory Ruling, 18 FCC Rcd 16121 (2003).  
11

 47 U.S.C. § 225(f); 47 CFR § 64.606(a).   
12

 47 CFR § 64.606(b)(1)(ii). 
13

 Id. § 64.606(a).   
14

 47 U.S.C. § 225(f)(2)(A).  See 47 CFR § 64.604. 
15

 47 CFR § 64.606(b)(1)(iii). 
16

 47 U.S.C. § 225(f)(2)(B).   
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submit an additional copy to Attn: Dana Wilson, Federal Communications Commission, Consumer and 

Governmental Affairs Bureau, 445 12
th

 Street, SW, Room 3-C418, Washington, DC 20554 or by email at 

Dana.Wilson@fcc.gov.   

Filings can be sent by hand or messenger delivery, by commercial overnight courier, or by first-

class or overnight U.S. Postal Service mail.  All filings must be addressed to the Commission’s Secretary, 

Office of the Secretary, Federal Communications Commission.   

 All hand-delivered or messenger-delivered paper filing for the Commission’s Secretary must 

be delivered to FCC Headquarters at 445 12
th

 Street, SW, Room TW-A325, Washington, DC 

20554.  The filings hours are 8:00 a.m. to 7:00 p.m.  All hand deliveries must be held together 

with rubber bands or fasteners.  Any envelopes must be disposed of before entering the 

building.   

 Commercial overnight mail (other than U.S. Postal Service Express Mail and Priority Mail) 

must be sent to 9300 East Hampton Drive, Capitol Heights, MD 20743.   

 U.S. Postal Service first-class mail, Express Mail, and Priority Mail must be addressed to 445 

12
th

 Street, SW, Washington, DC 20554.   

ADDITIONAL INFORMATION 

A copy of this Public Notice and related documents are available for public inspection 

and copying during regular business hours at the FCC Reference Information Center, Portals II, 

445 12
th
 Street, SW, Room CY-A257, Washington, DC 20554.  Filings also may be found by 

searching on the Commission's Electronic Comment Filing System (ECFS) at 

http://apps.fcc.gov/ecfs/ (insert CG Docket No. 03-123 into the Proceeding block). 

To request materials in accessible formats for people with disabilities (Braille, large print, 

electronic files, audio format), send an e-mail to fcc504@fcc.gov or call the Consumer and 

Governmental Affairs Bureau at 202-418-0530 (voice), 844-432-2275 (videophone), or 202-418-

0432 (TTY). 

For further information, please contact please contact Dana Wilson, Consumer and Governmental 

Affairs Bureau, Disability Rights Office, at (202) 418-2247 (voice) or e-mail at Dana.Wilson@fcc.gov.   

-FCC- 
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Appendix B – FCC Matrix, TRS, STS, CapTel Training Outlines 
Please see the following table for a point-by-point explanation of how we meet and/or exceed each 
of the minimum federal standards. 

FCC Minimum 
Standard 

Applies to: Compliant Sprint’s Approach 

CA Training 
47 C.F.R. § 
64.604(a)(1)(i) 

TRS, STS, CTS, 
IP CTS, IP Relay 

Exceeds Sprint offers a comprehensive training 
program designed to offer the best quality to 
all relay users.  Sprint’s 2-3 week program 
includes training on Diversified Culture, 
compliance with regulatory requirements, & 
the operation of Sprint’s systems.   

CA Skills 
47 C.F.R. § 
64.604(a)(1)(ii) 

TRS, STS, CTS, 
IP CTS, IP Relay 
(Partially waived 
for CTS, IP CTS) 

Exceeds Sprint ensures all CAs are skilled in typing, 
grammar, spelling, & interpretation of 
typewritten ASL (as applicable), familiar with 
hearing & speech disability culture, language, 
& etiquette; & have clear & articulate voice 
communication skills. 

CA Typing 
47 C.F.R. § 
64.604(a)(1)(iii) 

TRS, STS, CTS, 
IP CTS, IP Relay 
(Waived/partially 
waived for CTS, 
IP CTS) 

Exceeds Sprint’s CAs type &/or transcribe 
conversations at a rate greater than 60 words 
per minute.  CA testing is conducted at least 
quarterly. 

VRS CA Qualifications 
47 C.F.R. § 
64.604(a)(1)(iv) 

VRS N/A This requirement is not applicable to the 
services being offered. 

Call Takeover 
47 C.F.R. § 
64.604(a)(1)(v) 

TRS, STS, CTS, 
IP CTS, IP Relay 

Exceeds As a general rule, Sprint allows CA takeovers 
only when necessary.  Sprint’s CAs stay with 
any given call for a minimum of 10 or 20 
minutes, as defined by the FCC. 

Gender Preference 
47 C.F.R. § 
64.604(a)(1)(vi) 

TRS, STS, IP 
Relay (Waived for 
CTS, IP CTS) 

Meets Sprint makes its best efforts to accommodate 
its customers’ requests regarding the gender 
of the CA handling their calls — both at call 
initiation &/or call takeover. 

Real Time 
47 C.F.R. § 
64.604(a)(1)(vii) 

TRS, STS, CTS, 
IP CTS, IP Relay 

Meets Sprint’s sophisticated software enables real-
time communication for all Relay users. 

STS Voice Mute Option 
47 C.F.R. § 
64.604(a)(1)(viii) 

STS (Waived for 
TRS, IP Relay, 
CTS, IP CTS) 

Meets Sprint offers STS users the option to mute 
their voice so the other party to the call will 
hear only the CA & will not hear the STS 
user’s voice. 

Confidentiality Rule 
47 C.F.R. § 
64.604(a)(2)(i) 

TRS, STS, CTS, 
IP CTS, IP Relay 

Meets Sprint has systematic & operational processes 
intended to prevent disclosure of call content 
&/or Customer Proprietary Network Info 
(CPNI), except as authorized by 47 U.S.C. § 
605.  STS CAs may retain info from a 
particular call in order to facilitate the 
completion of consecutive calls, at the request 
of the user. 

Conversation Content 
47 C.F.R. § 
64.604(a)(2)(ii) 

TRS, STS, CTS, 
IP CTS, IP Relay 

Meets Sprint bars its CAs from intentionally altering 
the conversations they relay, except to the 
extent necessary to:  (i) translate ASL calls to 
conversational English; (ii) facilitate STS calls 
without interfering with the independence of 
the user; or (iii) necessary to provide info to 
emergency responders. 

Sequential Calls  
47 C.F.R. § 
64.604(a)(3)(i) 

TRS, STS, IP 
Relay (Waived for 
CTS, IP CTS) 

Meets Sprint CAs do not refuse single or sequential 
calls. 

Call Length 
47 C.F.R. § 

TRS, STS, CTS, 
IP CTS, IP Relay 

Meets Sprint never limits the length of a Relay call. 

Page 38



 

  

FCC Minimum 
Standard 

Applies to: Compliant Sprint’s Approach 

64.604(a)(3)(i) 
Types of Calls 
47 C.F.R. § 
64.604(a)(3)(ii) 

TRS, STS, CTS, 
IP CTS, IP Relay 

Meets Except to the extent the requirements are 
waived, not permitted, or as the FCC 
determines that it is not technologically 
feasible to do so, Sprint services are capable 
of handling any type of call normally provided 
by telecommunications carriers. 

Credit Authorization 
47 C.F.R. § 
64.604(a)(3)(iii) 

TRS, STS, CTS 
(Waived for IP 
CTS, IP Relay) 

Meets Sprint understands it is permitted to decline a 
call if the user cannot pay or because a credit 
authorization for toll calls is denied. 

Pay Per Calls 
47 C.F.R. § 
64.604(a)(3)(iv) 

TRS, STS, CTS 
(Waived for IP 
CTS, IP Relay) 

Exceeds Sprint processes pay per calling for TRS & 
CapTel users with blocks available via the 
Customer Profile.   

Call Combinations 
47 C.F.R. § 
64.604(a)(3)(v) 

TRS (Partially 
waived for CTS, 
IP CTS, IP Relay) 

Meets Sprint’s Relay services support all mandatory 
FCC call types. 

Call Release 
47 C.F.R. § 
64.604(a)(3)(vi)(1) 

TRS (Waived for 
CTS, IP CTS, IP 
Relay) 

Meets Sprint provides TTY-TTY call set-up which 
allows the CA to set-up the call & drop off the 
line, if not needed to facilitate conversation. 

Speed Dial 
47 C.F.R. § 
64.604(a)(3)(vi)(2) 

TRS, STS, CTS, 
IP Relay (Waived 
for IP Relay) 

Meets Sprint’s TRS/CTS speed dial is available with 
a Customer Profile.  CapTel users can select 
3 speed dial buttons & a phone book for 
contacts. 

Three-Way Calling 
47 C.F.R. § 
64.604(a)(3)(vi)(3) 

TRS, STS, CTS, 
IP Relay (Waived 
for IP CTS) 

Meets Sprint supports LEC-based three-way calling 
for its customers. 

Interactive Menus & 
Voicemail 
47 C.F.R. § 
64.604(a)(3)(vii)/(viii) 

TRS, STS, CTS, 
IP CTS, IP Relay 

Exceeds Sprint electronically captures recordings & 
makes interactive recordings & voicemail/ 
answering machines available to Relay 
customers.  Sprint supports Sprint IP Text Mail 
so Sprint IP users can receive voicemail 
messages via email, when unable to answer. 

Emergency Calls for 
TTY-based providers 
47 C.F.R. § 
64.604(a)(4) 

TRS, STS (N/A 
for CTS, IP CTS, 
IP Relay) 

Meets Sprint automatically & immediately connects 
emergency calls to an appropriate Public 
Safety Answering Point (PSAP) which is 
capable of dispatching emergency services.   

STS Called Numbers 
47 C.F.R. § 
64.604(a)(5) 

STS (N/A for 
TRS, CTS, IP 
CTS, IP Relay) 

Exceeds Sprint allows STS users to register a 
Customer Profile which includes Speed Dial & 
other enhancements. 

Privacy Screens 
47 C.F.R. § 
64.604(a) (6) 

VRS N/A This requirement is not applicable to the 
services being offered. 

International Calls Non-
reimbursable  
47 C.F.R. § 
64.604(a)(7) 

VRS, IP Relay 
(N/A for TRS, 
STS CTS, or IP 
CTS) 

N/A This requirement is not applicable to the 
services being offered.  Sprint IP has 
procedures in place to prohibit international 
usage. 

ASCII & Baudot 
47 C.F.R. § 
64.604(b)(1) 

TRS, STS 
(Waived for CTS, 
IP CTS) (N/A for 
IP Relay) 

Exceeds Sprint’s TRS (TTY) platform supports all 
communication modes generally in use 
including Baudot (domestic & international), 
ASCII, Turbo Code, & Enhanced Turbo Code 
(E-Turbo). 

Speed of Answer & 
Blockage 
47 C.F.R. § 
64.604(b)(2) 

TRS, STS, CTS, 
IP CTS, IP Relay 

Exceeds Sprint Relay answers at least 85 percent of all 
calls on a daily basis within 10 seconds, 
including abandons.  Sprint’s systems exceed 
the P.01 standard. 

Equal Access to 
Interexchange Carriers 
(IXCs) 
47 C.F.R. § 

TRS, STS, CTS 
(Waived for IP 
CTS, IP Relay) 

Exceeds Except to the extent the requirements are 
waived, Sprint’s TRS & CTS platforms support 
the billing & rating of toll calls through other 
carriers.   
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FCC Minimum 
Standard 

Applies to: Compliant Sprint’s Approach 

64.604(b)(3) 
TRS Facilities 
47 C.F.R. § 
64.604(b)(4) 

TRS, STS, CTS, 
IP CTS, IP Relay 

Meets Sprint provides mandated services 24/7 using 
redundant facilities functionally. 

Technology 
47 C.F.R. § 
64.604(b)(5) 

TRS, STS, CTS, 
IP CTS, IP Relay  

Exceeds Sprint exceeds the minimum mandatory 
services & routinely upgrades its products to 
increase functional equivalency. 

Caller ID 
47 C.F.R. § 
64.604(b)(6) 

TRS, STS, CTS, 
IP CTS, IP Relay  

Meets Sprint provides Caller ID.  If not blocked by the 
customer, the number of the calling party is 
transmitted. 

STS 711 Calls 
47 C.F.R. § 
64.604(b)(7) 

TRS, STS (N/A to 
CTS, IP CTS, or 
IP Relay) 

Exceeds Sprint offers multiple solutions to meet this 
requirement include:  Auto 711 Routing for 
STS users connects callers with a Customer 
Profile directly to STS CAs.  CAs answering 
711 for callers without a profile will 
immediately transfer the caller to a STS CA.  
Sprint offers a wireless short code to STS for 
Sprint wireless users.  Sprint’s 711 Interactive 
Voice Response (IVR) allows connectivity 
directly to an STS CA using the same level of 
prompts the IVR uses for other forms of TRS.  

Consumer Complaint 
Logs & Procedures 
47 C.F.R. § 
64.604(c)(1) 

TRS, STS, CTS, 
IP CTS, IP Relay  

Meets Sprint maintains 24/7 Customer Service & 
logs all complaints received.  Sprint provides 
the State a summary that meets FCC 
standards. 

Contact Persons 
47 C.F.R. § 
64.604(c)(2) 

TRS, STS, CTS, 
IP CTS, IP Relay  

Meets Sprint’s point of contact for complaints is 
Customer Service at: 
Sprint Relay Customer Service 
PO Box 29230 
Shawnee Mission, KS 66201-9230 
800-676-3777 (English)  
800-676-4290 (Spanish) 
877-787-1989 (Speech to Speech) 
877-877-3291 (Fax) 

Public Access to 
Information 
47 C.F.R. § 
64.604(c)(3) 

TRS, STS, CTS, 
IP CTS, IP Relay  

Exceeds Sprint provides innovative Outreach services 
through state programs.  The FCC does not 
allow IP Relay providers to include the cost of 
outreach in their yearly costs.  Sprint 
continues to publicize the availability of IP 
services through promo materials, on-line 
marketing, & public service announcements.  
(Sprint does not include the cost of these 
activities in its yearly cost submissions to the 
FCC). 

Rates 
47 C.F.R. § 
64.604(c)(4) 

TRS, STS, CTS, 
IP CTS, IP Relay  

Exceeds Sprint ensures TRS/CTS users, who rely on 
Sprint’s Relay platforms to establish billing for 
toll calls, are charged no more than traditional 
phone users.   

Cost Information & 
Data Submission 
47 C.F.R. § 
64.604(c)(5) 

TRS, STS, CTS, 
IP CTS, IP Relay  

Meets Sprint contributes to the Interstate TRS Fund 
& submits the required cost data to the FCC & 
to the Fund administrator to receive 
reimbursement. 

Whistleblower Notice 
47 C.F.R. § 
64.604(c)(5)(M) 

TRS, STS, CTS, 
IP CTS, IP Relay  

Meets Sprint has provided copies of the 
whistleblower protections to all of its 
employees including instructions for reporting 
noncompliance to the FCC’s whistleblower 
hotline. 

Complaint Resolution 
47 C.F.R. § 

TRS, STS, CTS, 
IP CTS, IP Relay  

Meets Sprint supports timely & effective complaint 
resolution. 
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FCC Minimum 
Standard 

Applies to: Compliant Sprint’s Approach 

64.604(c)(6) 
Treatment of Customer 
Information 
47 C.F.R. § 
64.604(c)(7) 

TRS, STS, CTS, 
IP CTS, IP Relay  

Meets Sprint does not use Customer Profile data for 
any purpose other than to process calls & will 
not sell, distribute, share, or reveal the profile 
data unless compelled by law.  During State 
Relay transitions, Sprint does provide 
Customer Profile data at least 60 days prior to 
transition in usable format. 

No Incentives to Use IP 
CTS 
47 C.F.R. § 
64.604(c)(8) 

IP CTS (N/A to 
TRS, STS, CTS, 
or IP Relay) 

Meets Sprint does not offer incentives to IP CTS 
users directly/indirectly.  Sprint prohibits 
incentives to hearing health professionals & 
does not have joint marketing arrangements 
with any hearing health professional. 

IP CTS Registration & 
Certification 
47 C.F.R. § 
64.604(c)(9) 

IP CTS (N/A to 
TRS, STS, CTS, 
or IP Relay) 

Meets Sprint complies with the final FCC rule 
requiring the collection of each new 
customer’s name, address, telephone number, 
date of birth, & last 4 of SSN.  Sprint collects a 
separate, self-certification for all new IP CTS 
users.  Sprint maintains registration & 
certification records for at least 5 years after 
service ceases, & does not disclose 
registration & certification information, except 
as required by law/regulation. 

IP CTS Default 
Settings 
47 C.F.R. § 
64.604(c)(10) 

IP CTS (N/A to 
TRS, STS, CTS, 
or IP Relay) 

Meets Sprint’s default setting for the IP CapTel 
phone is to have captions on.   

IP CTS Equipment Fee 
& Label 
47 C.F.R. § 
64.604(c)(11) 

IP CTS (N/A to 
TRS, STS, CTS, 
or IP Relay) 

Meets Portions of this requirement were struck down 
at the conclusion of the DC Circuit Court ruling 
on Sorenson v FCC & no longer applies.  
Sprint fully complies with the remainders of 
the order to provide a warning label on all IP 
CTS equipment & software. 

TRS calls requiring 
multiple CAs 47 C.F.R. 
§ 
64.604(c)(14) 

TRS, STS, CTS, 
IP CTS, IP Relay 

Meets Sprint complies for VCO-VCO calls between 
multiple captioned telephone relay service 
users, IP CTS/CTS users & IP CTS users; 
CTS/IP CTS users & TTY users; CTS/IP CTS 
users & VRS users. 

IP Emergency calling 
requirements 
47 C.F.R. § 
64.605 

IP CTS, IP Relay 
(N/A to TRS, 
STS, or CTS) 

Meets Sprint’s emergency calling service is in full 
compliance with the FCC’s rules.  For Sprint 
IP, Sprint handles & routes emergency calls to 
the applicable PSAP; immediately attempts to 
re-establish contact in the event of 
disconnection; automatically places 911 calls 
at the front of call queues; & obtains 
registered location info from its users.  For IP 
CTS calls, Sprint provides captioning for 
emergency calls, & the customer’s underlying 
carrier handles call routing & delivery to/from 
the PSAP.  Sprint provides its users with 
methods of updating their registered 
locations.   

Internet-based TRS 
Registration 
47 C.F.R. § 
64.611 

IP Relay (N/A to 
TRS, STS, CTS, 
or IP CTS) 

Meets Sprint provides IP users the ability to register 
Sprint as their default provider.  Sprint assigns 
10-digit local numbers, routes, & delivers 
inbound & outbound calls.  Sprint updates the 
TRS Numbering Directory for users who select 
Sprint as their default IP provider, as required 
under the FCC.  Sprint complies with all 
porting requirements.  Sprint’s promo 
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FCC Minimum 
Standard 

Applies to: Compliant Sprint’s Approach 

materials include advisories for E911, 
processes for obtaining a number, number 
portability, & updating location information. 

 

Training 
Communications Assistant (CA) Training  
Sprint knows a well-trained CA has the skills and tools to provide the best customer experience.  
The education and continued development of all CAs is an investment.  Sprint’s training has 
evolved over 26 years in the relay industry, however, Sprint’s commitment to quality service has 
never wavered.  Sprint’s reputation as a TRS provider within the deaf, hard of hearing, DeafBlind, 
speech-disabled communities, and the general public comes from our CAs’ commitment to 
providing quality service.  

Training has been developed in coordination and cooperation with the relay user communities.  CA 
trainees must complete a series of scenario-based assessments, culminating in an on-the-job final 
assessment before graduating from initial training and handling relay calls.  Training does not stop 
after the initial push.  Employees continue to receive regular ongoing training to improve their skills 
and knowledge.  Ongoing training and Quality Assurance programs are used as incentives to 
encourage competition between individual CAs and call centers and encourage continued industry-
leading quality. 

Sprint listens to customers’ feedback and takes proactive steps to implement changes to address 
suggestions and feedback.  Sprint does not develop training and consumer education programs for 
the TRS in isolation.  Sprint Accessibility contracts with members of the deaf, hard of hearing, and 
DeafBlind communities and individuals with a speech disability to jointly develop and present 
training for TRS.  This is an important Sprint advantage.  Sprint provides ongoing training to our 
CAs on state-specific information including the names of local organizations, cities, and other 
common terms specific to the State.  Sprint welcomes feedback from the State and its end-users. 

During initial training, CAs are trained and evaluated on how to accurately reflect the TTY user’s 
intent and the CA’s role in the Relay process.  Training is provided on various levels of 
English/Spanish/ASL during initial training and throughout employment.  In order to successfully 
complete initial training, the CA must demonstrate competent skills to translate calls as requested.  
When training is complete, a CA continues to be evaluated on translation skills through 
individualized monthly surveys. 

Relay trainees are required to pass a valid and unbiased written test to demonstrate that they can 
correctly interpret typewritten ASL phrases.  Trainees must achieve a score of 80 percent or better 
before being allowed to complete training and process Relay calls. 
 

Sprint incorporates various instructional methods to enhance the trainee’s ability to learn: 

 Lectures 

 Visual graphics 

 Flow charts 

 Videos 

 Role-play scenarios 

 Simulated on-line call handling 

 Observation of live-call handling 
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Our policies and standards manual has been developed over the past 26 years.  Sprint stresses 
the importance of all Relay policies and procedures at the interview/selection process and 
continues through initial and ongoing training and is currently being utilized and available for the 
Sate to review.  An outline of these expectations is provided in the following table.  This list is not 
meant to be a complete source and is subject to change. 

POLICY AND PROCEDURE TOPICS 

Orientation  Welcome and Introductions 

 Introduction to Each Other 

 Sprint (or Vendor Company) 

 Sprint Values 

 Sprint Corp Overview 

 History of Sprint Corporation 

 Local Telecommunications 

 Wireless 

 Internet Services 

 Product Distribution 

 The Sprint Campus (if applicable) 

 Telecommunications Relay Service 

 What is Relay? 

 Relay Agent Training 

 Relay - Connect to Your Future Video 

 Observation Guidelines 

 How a Call Reaches Sprint Relay 

Connecting to Relay  The Role of a Relay Agent 

 Connecting to Relay 

 711 

 Dedicated Toll-Free Numbers 

 Equipment 

 TTY 

 TTY Basics 

 TTY Etiquette 

 Closing a Conversation 

 Agent Responsibility 

 Call Set Up 

 Call Closing 

 TTY to Voice Closing a Conversation 

 Operator Role Closure 

 Operator Close Protocol Guide: 

 Disallowed Calls 

 Glossary of Abbreviations & Terms 

 TTY Practice Session 

 Auto-Corrected Abbreviations 

 Standard Abbreviations 

 Typing Variations 

 Internet Characters 

 Non-Baudot Supported Characters 

 Verbatim - Style 

 Contraction Spelling 

 Punctuation 

 Agent/Operator Role 

 SKSK 

 Background Noises while TTY user is Typing 

 Typing Monetary Units 

 711 

 TTY Garble During Typing 

 XXX to Correct Typing Error 

 Other Communication Devices 

 Data Transmission Speed 

 Turbo Code 

 Turbo Code Interrupt 

 Enhanced Turbo Dial Thru - (ETurbo) 

 Disable Turbo Code Mode 

 American Standard Code Information 
Interchange (ASCII) 

 ASCII Interrupts 

 Sprint IP user connects to Agent but wants 
Customer Service 

 Sprint IP Two Line VCO 

 Fed IP Relay 

 Fed IP Relay call processing 

 Fed IP Relay Reporting 

 Fed IP Relay variations 

 Sprint/Fed IP Relay International Calling 

 Sprint/Fed IP Variations 

 Sprint/Fed IP Fast Busy 

 Sprint/Fed IP 2-Line VCO 

 Sprint/Fed IP Conversation Lag Time 

 Sprint/Fed IP Interrupts 

 Voice Mail Greeting 

 Cellular & Wireless Phones 

 Video Relay Service 

 Devices & Pagers 

 TTY Public Payphone 

 Sprint National Relay 

 Sprint International 

 Inbound international calling 

 Sprint International Variations 

 Non-Standard TTY 

 Outbound International calling 

 Transfer Menu 

 Reseller call processing 

 CapTel 

 Relay-CapTel 

 CapTel-Relay 

 CapTel Transfers 

 Dedicated State CapTel Transfer 

 Alternate Languages 

 Spanish Language Customer Service 

 Relay Caller ID 

 True Caller ID 

 Per Call Block 

 Per Line Block 

 Permanent Call Blocking 

 Caller ID Blocking - True Caller ID 

 Connecting Variations 

 Misdialed Relay Phrase 

 Dialed 711 Instead of 911 

Page 43



 

  

POLICY AND PROCEDURE TOPICS 

 Sprint IP - Internet Relay 

 Sprint IP call processing 

 Internet Relay variations 

 ‘GA’ is optional 

 Sprint IP Standard Svc Explanation 

 Text Flow 

 Interruptions without garble 

 Conversational flow 

 ASL Emoticons – Text Message Abbreviations 

 IP Acronyms 

 Sprint IP Variations 

 711 Spanish 

 Request for Relay Numbers 

 Cellular/Wireless problem reaching 711 

 611/811 (LEC Service Access) 

 700 

 900 Numbers & Call Processing 

 Correctional Facility/Prison Calls 

 Use of Relay through Correctional Facilities:  
Correctional Facility Call Processing, Relay Abuse 

 Spanish & French Language Service 

 International calling restrictions 

 Info Digit list 

 911 Emergency Calls 

Overview of System 
& Equipment 

 System Overview 

 Login/Logout 

 Agent Profile 

 Clicking the Mouse 

 Dragging/Dropping 

 Copy/Paste 

 Drop Down Boxes 

 Lists 

 Radio Button 

 Scroll Bars 

 Sliders 

 Tables 

 Accessing a Program 

 Screen Displays 

 Call Handling Screen 

 Title Bar 

 Banner 

 Conversation Area 

 Disconnect Message Status 

 Color Scheme 

 Agent Text Transmission 

 Cancel Key 

 Information Bar 

 Profile 

 Help 

 Call Type 

 Dial Window 

 Scratch Pad 

 Transfer Panel 

 Headset Panel 

 Status Bar 

 Record Feature 

 Function Keys 

 Block 

 Ctrl-Switch 

 Switch 

 The Keyboard 

 Alpha Keys 

 Call Handling Keys 

 Numeric Keys 

 Cursor Movement Keys 

 Arrow Keys 

 Backspace 

 Error Correction Function 

 Single Word Edit Function 

 Word Substitution Feature 

 Macros Table 

 Ctrl-Function Keys 

 Glossary of Telephony Terms 

 Background Noises 

 Voice Tones/Descriptive Words 

 Standard Abbreviations 

Phone Image 
(Tone of Voice) 

 Professional Phone Image 

 How phone image is created 

 Provide warm & friendly greeting 

 Conversational Tone 

 Voice Inflection 

 Audibility & breath control 

 Pitch 

 Quality 

 Operator Role 

 Relay Role 

 Relay Skills 

 Conversational Flow 

 Staying focused 

 Listening skills 

 Customer service skill 

 Coping skills 

 Phrases 

 Background Noises 

 Voice Tones/Descriptive Words 

 Voice Person Speaking in Third Person 

 Pacing the Voice Customer 

 Brief pacing phrases 

 Repeating information 

 Voice Customer does not say "GA” 

 Handling Interruptions 

 Voice Tone 

 How Phone Image is Created 

 Why Conversational Tone? 

 Transparency, Caller Control & Confidentiality 

 Rudeness 

 Create an Exceptional Customer Experience 

 Announce 

 Closing 

 Suggested Redirect Phrases 

 Transparency & Caller Control 
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POLICY AND PROCEDURE TOPICS 

TTY-Voice &  
Voice-TTY 

 TTY to Voice Introduction 

 Connecting to outbound customer 

 Announcement 

 Explanation of service 

 Deaf or Hard-of-Hearing Explanation 

 International Announcement 

 TTY-Voice Procedures 

 TTY-Voice Specific Person Request 

 Variations Specific Person Request 

 TTY-Voice Answered TTY 

 Voice Person Not Available 

 TTY-TTY Call Release 

 TTY-Voice Answer TTY (TTY-TTY) 

 TTY-TTY Specific Person Request 

 TTY-Voice No Answer 

 Types of Busy Signals 

 Redialing 

 TTY-Voice Busy Signals 

 Regional 800 

 Voice-TTY 

 Voice-TTY Introduction 

 Connecting to the outbound customer 

 Voice Greeting 

 Voice call progress 

 Announcement 

 Voice-TTY call (Hearing Person Answer) 

 Explanation of service 

 Voice-TTY Procedures 

 Voice-TTY Specific Person Request 

 Voice-TTY Answered Voice 

 Voice-TTY No Answer 

 Voice-TTY Busy Signal 

Branding  Inbound Answer Type Branding 

 Database Branding 

 Branding procedures 

Recordings, 
Answering 
Machines, Pagers, & 
Answering Machine 
Retrieval (AMR) 

 Introduction 

 Recording Feature 

 Information Line Recording (TTY/ Voice) 

 Touch Tone Dialing 

 Using Touch Tones (TTY/Voice) 

 Audio text interaction 

 Variations for Recordings 

 Record Feature Tips 

 TTY-Voice Recordings 

 TTY-Voice Recording Information 

 TTY-Voice Answering Machine 

 Variations:  Answering Machine/ 
Recording/Pagers 

 Voice Mail Retrieval 

 AMR  

 TTY-Voice Pager/Beeper (known) 

 TTY-Voice Pager/Beeper (unknown) 

 Voice-TTY Pager 

 Voice-TTY Answering Machine 

 Other Recording Variations 

 Voice Mail System 

 Privacy Manager/Call Intercept 

 Automatic Redial System Recordings 

 Switchboards 

 Redialing Voicemail through Switchboard 

 TTY-Voice Asking for Specific Person 

 Live person On Answering Machine Redial 

VCO  
(Voice Carry-Over) 

 VCO Introduction 

 VCO Announcement 

 VCO Service Explanation 

 VCO Equipment 

 Non-Branded VCO 

 Branded VCO 

 VCO No Answer 

 VCO Busy 

 VCO Privacy 

 VCO Answering Machine 

 Voice-VCO Answered TTY 

 Voice-VCO Answered VCO 

 Two-Line VCO (2LVCO) Intro 

 Reverse 2LVCO Intro 

 Reverse 2LVCO Procedure 

 VCO Variations 

 VCO comes in Voice Line 

 2LVCO Conference Calls 

 VCO Requests Relay to give Relay # 

 VCO Privacy while leaving message 

 VCO Voice Mail Retrieval 

 2LVCO Voice Mail Retrieval 

 VCO Types and Voices 

 Inbound Customer Requests VCO/HCO 

 VCO Requests CA gives name in notes 

 2LVCO Procedure 

Billing 
 

 Introduction 

 Local call description 

 Paid by Inbound  

 Toll Free Calls 

 Calls that Cannot Be Processed 

 Specific Person Request 

 Inbound tells wrong # 

 Agent dials wrong # 

 Marine 

 Roaming Feature 

 Restricted Roaming 

 Unrestricted Roaming 

HCO  
(Hearing Carry-Over) 

 HCO Intro 

 HCO Announcement 

 HCO Service Explanation 

 People with speech disabilities “S” 

 Non-Branded HCO 

 Voice-HCO Answered 

 Voice-HCO Answered TTY (1) (2) 

 Voice-HCO recorded message answers 

 2LHCO Intro 

 Two-Line HCO Procedure 
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 Branded HCO 

 HCO with Privacy 

 HCO No Answer 

 HCO Busy 

 HCO-Voice Answering Machine 

 Reverse Two-Line HCO 

 HCO Variations 

 Inbound requests VCO/HCO 

 HCO User Requests to Speak 

Customer Database  Enhanced Customer Database Profile 

 Household Profile 

 Edit Household Profile 

 Navigating Customer Database 

 Household Profile Panels 

 Frequently Dialed Numbers 

 Preferences 

 Restrictions 

 Blocked 

 Emergency Numbers 

 STS 

 STS Messages 

 Customer Profile Introduction 

 Use/Edit/New/Delete Customer Profile 

 Verify Customer Password for Agent 

 Verify Customer Password – CSR Only 

 Customer Profile Panels 

 Personal Information 

 Notes 

 Frequently Dialed #s 

 Emergency #s 

 STS 

 STS Messages 

 Database Profile Macros 

Directory Assistance 
(DA) 

 DA Intro 

 Interstate DA 

 Intrastate DA 

 Automated DA 

 DA City & State Given; Area Code Unknown 

 DA Variations 

 International Transfer Menu 

 Call Processing -- Calling Intl 

 Call Processing -- Calling from International 
Number 

 Sprint International Variations 

 Non-Standard TTY 

 Answered Foreign Language 

 Transfer Menu 

 900 # Call Processing 

 211/311/511 Requests 

Device-to-Device 
Calls 

 Device to Device Intro 

 Function Keys & Banner Messages 

 VCO-TTY & TTY-VCO 

 VCO-VCO 

 TTY-HCO & HCO-TTY 

 VCO-HCO & HCO-VCO 

 HCO-HCO 

 Device to Device Variations 

 Alternate Call Type reaches recording 

Call Processing 
Variations 

 CA information 

 Area Code Only In From Number 

 Conversational Flow 

 Static or Poor Connection 

 Profanity towards Agent 

 Redialing 

 Young Children 

 Inbound Does Not Connect 

 Inbound ASCII 

 Tone Judgments 

 Repeating Information 

 Restricted Calls 

 Two calling from numbers 

 LEC Service Office 

 611/811 

 Double Letters 

 Call Waiting Feature 

 Conference Calls 

 Party Line Calls 

 Three-Way Calling 

 Hard of hearing customer Answers TTY Line 

 Spanish Calls to Spanish Speaking Agents 

 Request for Alternate Language 

 Caller Types in Alternate Language 

 Voice Customer Hangs Up During Call 

 Variable Time Stamp 

 Customer Misdialed Phrase 

 Request for Length of Call 

 T-V Call & V Requests Supervisor Call Backs for 
TTYs 

 Multiple Calls 

 Sensitive Topics 

 Suicide 

 Abuse 

 Illegal Calls 

 Answering Machines 

 Hangs Up Before Message Left 

 Do Not Type Recorded Messages 

 Answering Machine Full 

 Change Answering Machine Message 

 VCO Requests Leave Message 1st out dial 

 Leaving a Message V-TTY Ans V 

 Retrieving Messages from TTY V Answering 
Machine 

 TTY Screener 

 Request to Leave TTY Message on Answering 
Machine 

 Recordings 

 Regional 800 

 TTY Requests “Dial That Number” 

 Recording with Relay Option 

 Alternate Call Recording Reached 

 English/Spanish 

 Pound 

 Touch Tone Phone 
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 TTY Customer Hangs Up During Call 

 Non Standard TTY Capability 

 Relaying Internet Characters 

 TTY User Does Not Type GA 

 Dispatch Calls – Pizza, Taxi, etc. 

 Customer Referral Guidelines 

 V-T Calls answered by Fax 

 Customer Requests 

 Holding for Inbound prior to out dial 

 Request for Company Information 

 Request for M/F Agent 

 Request Specific Agent 

 Agent Knows Customer 

 Request for Relay Number 

 Customer Requests to Call Relay Service 

 Request for Calling From Number 

 Request Telephone Number Referral 

 Request for Date/Time 

 User Requests Agent to Modify Call 

 Advertisements 

 Do Not Type Recordings 

 Get Live Person/Rep 

 Conversation Being Recorded 

 Dial Number from Recorded Announcement 

 VCO 

 Conference Calls 

 Leave Relay Number 

 Voice Mail Retrieval 

 VCO Types & Voices 

 Prompting 

 Data Transmission Box 

 Prompting VCO on Hold 

 Requests VCO/HCO 

 HCO 

 Requests VCO/HCO 

 Alternate Call Type Recording 

 Bridge Left Open 

Call Take Over 
Procedures 

 FCC Rule 

 Protocol & process flow 

 TTY-Voice and Voice-TTY 

 ASCII 

 VCO 

 VCO-VCO 

 HCO 

 VCO-TTY & TTY-VCO 

Customer Service  Functions 

 Language Services 

 Procedures 

Transparency  Non-Emergency Calls 

 Emergency Center Evacuation 

 Network Failure 

Emergency Call 
Procedures 

 Emergency Calls Intro 

 Emergency Services 

 FCC Requirements 

 Emergency Call Processing 

 Emergency Reporting 

 TTY-Emergency 

 TTY-Emergency TTY Call Release 

 Internet-Emergency 

 Instant Messenger (IM) Emergency 

 Emergency Call Processing Variations 

 Emergency Form 

 Voice-Emergency 

Federal Relay 
Service 

 FedRelay Intro 

 FedRelay Announcement 

 FedRelay Service Explanation 

 FedRelay Procedures 

 FedRelay call types 

 FedRelay Confidentiality Policy 

 FedRelay Customer Information Requests 

 FedRelay Customer Contacts 

 FedRelay Reporting 

STS (Speech-to-
Speech) 

 STS Introduction & History 

 STS Description 

 Disabilities 

 Characteristics of STS users 

 Stereotypes 

 Clarifying Phrases 

 Phrases to Avoid 

 STS Phone Image 

 STS Agent Tools 

 Consistency 

 Patience 

 Ask Yes/No Questions 

 No Personal Conversation 

 Phrases  

 STS Alphabet 

 Transparency/Call Control/ Confidentiality 

 Ways to Reduce/Streamline Notes 

 Standard Abbreviations (STS) 

 STS-Voice 

 Voice-STS 

 STS VCO-Voice 

 Voice-STS VCO (TTY answer) 

 Voice-STS VCO (VCO answer) 

 STS VCO -- 2 Line VCO 

 TTY-STS 

 STS-TTY 

 Non-branded HCO-STS 

 STS-HCO 

 STS Hold Message 

 STS Call Takeover 

 Confidentiality & Transparency 

 Personal Conversations requests 

 STS Variations 

Healthy Detachment  Healthy Detachment Intro 

 Objectives 

 Perception 

 Ways to Reduce Stress 
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POLICY AND PROCEDURE TOPICS 

 Survival Skills 

 Relay Traps 

 Hospitality 

 Phrases 

Healthy Relay  Introduction 

 Objectives 

 Ergonomics 

 Stretching Exercises 

 Agent Reinforcement 

 Ergonomic Review 

 Setting up Workstation 

 GUAM - Get Up and Move 

 Ergonomic Relief 

 Slowing the Customer Down 

 Overtime 

 Relaxation 

Adult Learner  Understanding the Needs of the Adult Learner 

 The Learning Continuum 

 Use of Different Modalities 

 Edgar Dale’s Cone of Experience 

 Elements of Lesson Design 

 Focus 

 Objective & Purpose 

 Input 

 Trust in Management 

 Modeling 

 Checking For Understanding 

 Guided Practice 

 Independent Practice 

 Summary 

 Evaluation 

 How to Give Effective Instruction 

 Questioning Guidelines 

 Feedback - Training & Coaching Technique 

Assessing 
Performance 

 The Assessment Process in Training 

 Assessment - What is involved? 

 Practice Time 

 Spelling Test 

 Written tests 

 Side by side evaluations 

 Typing 

 Acceptable Time Frame 

 Acceptable Is Relative 

 Ways to “Coach” 

 Feedback 

 Maintain Self-esteem & Motivate 

 Pass/Fail Guidelines 

 Introduce Assessment Form 

 Form Set-Up 

Introduction to 
Diversified Culture 

 Introduction to Diversified Culture 

 Diversification 

 Who Uses Relay 

 Understanding Our Customer 

 Special Communication Needs 

 Pathological vs. Cultural View of Deafness 

 Why is there Deaf Culture? 

 What Do You Know About Deafness 

 Myths About Deafness 

 Two Views of Deafness 

 Loudness Levels 

 Characteristics of Deafness 

 The Deaf Community 

Deaf Heritage  History in Europe 

 History in North America 

 Alexander Graham Bell 

 Edward Miner Gallaudet 

 Oral/Combined Debate 

 Timeline of Deaf History 

The Deaf Community  Introduction to the Deaf Community 

 National Association of the Deaf 

 Contributions to Society 

 Mainstreamed Schools 

 Sign Language Interpreters 

 Different Communication Systems 

 Exposure to English 

 DEAF President Now 

 Attitude Changes toward the Deaf Community 

 American Athletic Association of the Deaf 

 National Theatre of the Deaf 

 Assistive Devices 

 Gaining Acceptance in the Deaf Community 

 Changes in the Deaf Community 

 Working with a Sign Language Interpreter 

 Interpreting Standards 

 Equal Access 

 Cochlear Implant Controversy 

American Sign 
Language (ASL) Pt. 
1 

 What is ASL? 

 History of ASL 

 ASL Recognized as Language 

 Rules of ASL 

 Five Parameters of ASL 

 English vs. ASL Idioms 

American Sign 
Language (ASL) Pt. 
2 

 Evolution of ASL 

 ASL Syntax 

 Translate ASL to English and Vice Versa 

TTYPhony & TTY 
Courtesy 

 First Teletypewriter 

 Evolution & History of the TTY 

 Telecom Laws of Accessibility 

 TTY Courtesy 

 Development of Relay Service Market 

Deaf Customers  Statistics from NIDCD  Relaying for Deaf Customers 

Hard of hearing & 
Late-Deafened 
Customers 

 Characteristics of Deaf Customers 

 Assistive Devices for Deaf Customers 

 Establishment of Assoc. of Late-Deafened 

 Establishment of Hearing Loss Association of 
America 

 Deaf Seniors 
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POLICY AND PROCEDURE TOPICS 

Adults  Military Veterans 

 Relaying for Late-Deafened Customers 

DeafBlind Customers  What Does DeafBlind Mean 

 Assistive Devices for the DeafBlind 

 Relaying for the DeafBlind 

 DeafBlind Pacing – Allows the CA to slow down the 
transmission to the Braille machine 

Relaying for Speech/ 
Cognitively Disabled 
Customers 

 Speech-Challenged Customers 

 Assistive Devices 

 Physically &/or Cognitively Challenged 
Customers 

 Traumatic Brain Injury 

 Stroke 

 Communication Related Effects 

Relaying for Hearing 
Customers 

 Statistics  

Ethics & 
Confidentiality 

 Interpreting Standards 

 ADA & FCC regulations for the Provision of 
TRS 

 Regulations pertaining to call content 

 TRS Rules – Operator Standards 

 Relay Center Agreement Regarding Confidential 
Customer Info 

 

On-Going Quality Focus Skill Training 
Continuous skill training is the cornerstone of Sprint’s training program.  Core relay processing 
skills are continually reinforced throughout employment and as a part of supplemental training 
programs. Sprint develops skills training programs and on-going training labs to ensure skills are 
maintained and remain consistent with basic relay training.  Refresher training is provided on 
correct relay procedures including system navigation, standard procedures, professionalism, and 
ethics. Depending upon the complexity of the training a decision is made to determine the 
appropriate delivery.  Our on-going skill training program includes: 

 Quality Focus Skill training - monthly 

 Diversified Culture Awareness training - monthly 

 Customer Service Initiative – monthly 

 Check for Understanding – monthly 

 Grammar and Spelling Rules - bi-annual 

Quality Focus Skill Training topics from 2016/2017: 
Jan 2016  Dialing the correct number within 5 seconds 

Feb 2016 Typing the Voice/TTY greeting verbatim, Announcement protocol including a prompt state-specific 
announcement/greeting used/ ID number given 

Mar 2016 Call processed according to procedures, specifically following Customer Note instructions 

Apr 2016 State-specific announcements/greeting/ID given, Call closing protocol, Appropriate closing and macro 
for call type 

May 2016 Specific person request announcements, Progress of call/Customer Informed 

Jun 2016 Call transfer procedure, Adapting to call procedures changes as directed by the customer. 

Jul 2016 Typing greeting verbatim, Typing message verbatim, Voicing the complete message 

Aug 2016 Maintaining transparency maintained, Typing messages verbatim   

Sept 2016 Dialing efficiency and protocol  

Oct 2016 Typing/reading voice/device answer greetings verbatim, Call closing procedure, Relay mode closing 
protocol, Operator mode closing protocol 

Nov 2016 Changing call procedures as directed by customer, Appropriate macros use., Non-branded VCO call 
type setup 

Dec 2016 Call type standard procedure, Modifying call procedure as directed by the customer, Transferring (711 
customer request) 

Jan 2017 Dialing the correct number within 5 seconds 

Feb 2017 Determining familiarity with relay services, Call type appropriate service explanations, Appropriate 
macro use (EXPLAINING RELAY)? 

Mar 2017 Following customer note and customer typed Instructions 
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Apr 2017 Announcement protocol including a prompt state-specific announcement/greeting used/ID number 
given, Call closing protocol, Appropriate closing and macro for call type. 

May 2017 Specific person announcement procedure 

Jun 2017 Call transfer procedure, Adapting to call procedures changes as directed by the customer, 711 transfer 
compliance 

 

Ongoing Diversified Culture Awareness Training 
Training continues to bring focus to serving relay customers and disability awareness.  Sprint 
provides additional training in Diversified Culture in conjunction with each state’s local deaf, hard of 
hearing, Deafblind, late deafened and speech-disabled communities to identify knowledgeable 
presenters to promote ongoing training.  These resources, in coordination with trainers ensure all 
materials presented are appropriate to continuing to broaden employees’ understanding and 
effectiveness.  Sprint will utilize live presentations, videos, audio recordings, role-plays, group 
activities, written materials, and/or discussion groups to deliver ongoing Diversified Culture training.  
As a part of ongoing Diversified Culture Training, each employee is required annually to review the 
ethics and confidentiality requirements and sign an agreement of understanding. 

Diversified Culture Awareness Training topics from 2016/2017: 
Jan 2016 Diversified Culture-What’s That?  Diversification in Communication, Considerations, Who uses the 

relay service?  Why is it important for us to understand our customers?  Why is it important for us to 
recognize their special communication needs?  

Feb 2016 The History of Deafness 

Mar 2016 Ways to Detach 

Apr 2016 Deaf Nation Expo is… 

May 2016 American Sign Language is…, CODA means… 

June 2016 All About CapTel, How it works 

July 2016 Baseball Signs originated from Sign Language 

Aug 2016 Accessibility for All, Sprint corporate responsibility 

Sept 2016 Diversity-Equality-Inclusion 

Oct 2016 Disability is Diversity, Stretches to do at your desk 

Nov 2016 Disability Awareness 

Dec 2016 Disability Advocacy 

Jan 2017 View of a person’s abilities 

Feb 2017 Highlight: Edward Verne Roberts – American Disability Activist 

Mar 2017 Disability Awareness 

Apr 2017 Parkinson’s Awareness Month 

May 2017 Limb Loss Awareness Month 
 

Page 50



 

  

The following is an example of the monthly Quality Focus Check for Understanding from March 
2017. 

 

Customer Service Initiative (CSI) program:  A discussion of support techniques to enhance 
service for customers and an avenue for sharing relay agent peer to peer suggestions toward 
accomplishing superior service.  2016/2017 CSI topics are provided in the following table. 
 

Jan 2016 Use of “Deaf/hard of hearing” and/or “internet service” in announcements. 

Feb 2016 Outdial time, Inappropriate use, Veterans and hearing loss 

April 2016 Sprint IP go ahead, Keeping the caller informed, Facilitate communication 

May 2016 Procedure for recordings, Chemotherapy and hearing loss 

Jun 2016 Caller control, Keeping the caller informed, Announcements, FCC verbatim requirement, State 
requirement call customization request 

Jul 2016 Solicitation for agent process improvement suggestions, Caller control 

Aug 2016 Call closure, Equal communication access 

Sep 2016 Call processing reference information, Sprint Relay customer care, Speed of service recognition 

Oct 2016 Brief service explanations, Call handling tips from agents 

Nov 2016 Customer commendations, States and capitals review 

Dec 2016 System enhancement prioritization 

Jan 2017 Customer instructions, FCC call take over rule, Transparency 

Mar 2017 Transparency, Caller control 

Apr 2017 Customer notes, Operator/Relay mode, Call handling tips from agents 

May 2017 Stress management 
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The following is an example of our bi-annual Grammar and Spelling Rules from 2016/2017. 
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Staff Training 
Our entire Accessibility team exists for our customers.  Training on all aspects of ASL, deaf culture, 
the needs of hearing, speech and dual sensory impaired users, ethics and confidentiality is vital to 
our success.  These topics and others help us to be able to meet and exceed customer 
expectations and requirements.   

All Sprint employees are required to take ethics and confidentiality training.  The Sprint Code of 
Conduct is applicable to Sprint employees and its controlled subsidiaries, the Sprint Board of 
Directors and anyone we authorize to act on Sprint’s behalf.  The Code establishes the basic 
foundation of Sprint’s ethics by communicating our philosophy and commitment to all of our 
employees, customers, other stakeholders, and the communities in which we do business.  The 
Sprint Code of Conduct outlines our ethical and legal responsibilities as employees, as well as our 
interactions with customers, competitors and suppliers.  One of our most valuable assets is our 
reputation for honesty and fairness, and our commitment to uphold this responsibility.  The Code is 
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a go-to resource when questions of legal or ethical appropriateness arise.  We are bound by the 
Code and the specific operational policies of Sprint.  Annual Code certification is required.  Sprint 
also maintains an Ethics Helpline, a 24-hour resource for employees and other stakeholders to 
confidentially and safely seek advice or report any suspected violation of the Code of Conduct, 
such as fraud, sexual harassment, discrimination, or any illegal conduct in the workplace. 

Sprint staff members are also required set annual corporate training and development goals.  
Individual performance is measured and tied to compensation.  Ongoing Staff Development is also 
key to overall staff performance.  Sprint’s Accessibility Customer Solutions (ACS) group hosts an 
interactive meeting called the Sprint Accessibility Café.  This monthly meeting is an opportunity for 
the Accessibility Team to share market and industry product updates.  Presenters from outside the 
group and subject matter experts from the Relay industry also provide updates. 
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Appendix C: TRS Pledge of Confidentiality 
Sprint’s reputation as an ethical company is the key to enabling us to be the preferred 
communications company – a place that delivers the best experiences for employees, end users, 
and state customers.  Throughout initial and on-going training, communications assistants (CAs) 
receive information and guidelines on professional conduct with an emphasis on ethics and 
confidentiality, based on Sprint’s “Relay Center Code of Ethical Conduct” and “Principles of 
Business Conduct.”  CAs are presented with possible situations involving ethical issues and are 
taught how to apply the conduct guidelines to each situation.   

All Relay center personnel are required to sign and abide by a pledge of confidentiality that 
promises not to disclose the identity of any caller or any information learned during the course of 
relaying calls.  In conjunction with signing Sprint’s confidentiality agreement, as a part of training, 
CAs role-play various scenarios which teach the correct way to ask for assistance from a 
supervisor without divulging call-specifics.  Examples of confidentiality breaches are reviewed and 
discussed with the CAs. 

Sprint strictly enforces confidentiality policies in the center, which includes the following: 

 Prospective employees are screened during the interview process on issues regarding 
ethics and confidentiality. 

 On day one of training, employees must sign a Pledge of Confidentiality Agreement Form. 

 During initial training, employees are presented with examples of potential breaches of 
confidentiality. 

 Stress can be a factor in maintaining confidentiality.  CAs receive three hours of training on 
healthy detachment. 

 After graduation from initial training, employees are reviewed yearly on the Pledge of 
Confidentiality and are required to re-sign promises not to disclose the identity of any caller 
or any information learned during the course of relaying calls. 

 Breach of confidentiality may result in termination of employment. 

 All Sprint Accessibility Centers have security key access. 

 Visitors are not allowed in work areas. 

Sprint Code of Conduct  
The Sprint Code of Conduct describes the ethical and legal responsibilities of employees of Sprint 
and anyone we authorize to act on Sprint's behalf.  Sprint and all TRS employees (including 
Communication Service for the Deaf [CSD] staff) are required to annually certify that they 
understand and will comply with the established code of conduct.  The certification tool and 
process requires employees to affirm their understanding and compliance of Code of Conduct 
expectations regarding Ethics, Inclusion and Diversity, Information Security, Insider Trading, 
Privacy, Records Management, Safety and Preparedness, and Time Reporting.  The section on 
Ethics includes a Helpline for employee resources allowing them to confidentially and safely seek 
advice or report compliance violations.  

The Sprint Code of Conduct covers all the serious concerns of a whistleblower policy, which is 
intended to encourage and enable employees and others to raise questions/concerns and seek 
resolution.  It is explicitly stated in the Sprint Code of Conduct all employees and others are 
obligated to report violations or suspected violations.  Additionally, Sprint has an explicit retaliation 
policy in which an employee who retaliates against someone who has reported in good faith or 
assists in an investigation may be subject to corrective action up to and including termination.  This 
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information is contained within Sprint’s Code of Conduct all employees are required to complete 
annually.  

There is a TRS whistleblower protection notification posted at Sprint TRS call centers in 
accordance with FCC rules.  CSD also obtains a signed acknowledgement of the receipt of the 
Whistleblower Policy from all employees upon hire, and annually thereafter.  

Training on Ethics 
Sprint Relay employees receive training on the appropriate protocol to protect relay users’ privacy 
and how to prevent the unintentional disclosure of relay communications.  When trainees observe 
calls and ask questions once back in the training room, trainers lead a discussion on the 
appropriate method to seek clarifications without divulging confidential information.  CAs may also 
role-play various scenarios which demonstrate the correct way to request assistance from a 
supervisor without divulging call-specifics.  Examples of ethical issues and challenging 
circumstances are reviewed and discussed with CAs.  During initial training, CAs are required to 
pass a series of written and skills-demonstration tests, which include their understanding of the 
Relay Center Code of Ethics and how to apply the Code to hypothetical situations.  Trainees who 
do not pass these tests are not utilized as CAs.   

Sprint’s high-performance culture focuses on accountability, first and foremost, along with open 
communication and innovation.  Within these traits, integrity and ethics are critical success factors.  
Amidst unprecedented change and technological advancement, acting with integrity is not just the 
right thing to do; it is the unwavering foundation for Sprint. 

Confidentiality 
Sprint believes measures to ensure confidentiality are crucial to the success of TRS operations and 
has implemented procedural and environmental measures to safeguard customer and call 
information.  Sprint has policies in place to protect users’ confidentiality.  These policies establish 
high standards for ethical behavior and employees are subject to disciplinary action, including 
termination of employment, for violating ethical and confidentiality standards.  

Sprint employees receive training on confidentiality and ethics.  Employees are trained to 
understand why confidentiality is important, how to protect confidentiality, the appropriate protocol 
to protect relay users’ privacy, how to prevent the unintentional disclosure of relay communications 
and the consequences of not following all confidentiality requirements.  CAs are taught using 
various scenarios which demonstrate the correct way to request assistance from a supervisor 
without divulging call-specifics.  Annually, all TRS call center staff receives re-training which 
includes items such as confidentiality, ethics, and inclusion and diversity.  All CAs annually sign a 
confidentiality agreement to maintain confidentiality.  

Confidentiality is reinforced through our CAs’ participation in an interactive training program 
focusing on scenarios that they are likely to encounter when relaying calls. 

Correct Ways to Protect Confidentiality  Examples of Breaches of Confidentiality 

To make a generic comment about calls:  “Boy – long calls 
really wear me out.” 

Talking about the specific length of a call.  For example, saying to 
another agent, “You know that call I took over for you?  It lasted 84 
minutes!” 

To share general observations about calls:  Example, “I’m 
noticing a lot of HCO calls lately.” 

Talking about specific callers.  Example, “I relayed a call for Miss 
Deaf America.”  Or “I had that VCO user from Florida again this 
morning.” 

It is appropriate to respond to a customer’s comments with 
a brief “thank you” or something to that effect without 
elaboration.  Maintain a professional and friendly image with 

The agent should never say to a customer: “I remember you from a 
previous call – how are you doing?”  Phone lines do not talk to voice 
telephone users; it is the same with relay customers. 
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Correct Ways to Protect Confidentiality  Examples of Breaches of Confidentiality 

customers. 

It is appropriate to discuss with a member of management 
technical or procedural components of a call.  For example, 
to say you had problems placing a calling card call from a 
pay phone.   

It is not appropriate to discuss call content or conversations with 
others, ever.   

It is appropriate to call for a Supervisor to look at your 
screen for assistance with the call. 

It is not appropriate to request assistance from the agent sitting next 
to you.   

 

All relay center personnel are required to sign and abide by the Sprint Relay policy for 
confidentiality.  These confidentiality expectations are strictly enforced and employees are 
expected to comply with this policy during and after their period of employment.  The relay center 
Code of Ethics requires the following: 

 Keep all TRS call-related information strictly confidential.  

 Keep no records of customer information or content of any TRS call. 

 Refrain from editing or omitting anything from the content of the conversation or the spirit 
of the speaker. 

 Refrain from adding or injecting into the content of the conversation or the spirit of the 
speaker. 

 Assure maximum customer control.  

 Strive to further skills and knowledge through training, workshops, and reading literature 
available in the field. 

In accordance with the FCC, all information utilized for call set up, including customer database 
and preferred call type information remains confidential and cannot be used for anything but the 
call.  Once the inbound party disconnects, all information pertaining to that call disappears from the 
CA’s terminal.  The required confidentiality and security of the customer preference data is covered 
during training of all employees and reinforced throughout employment.  Sprint takes the following 
steps to ensure Customer Profile information remains secure: 

 Sprint does not modify a customer’s record based on experience.   

 All Customer Profile database entries contain time and date stamps and note the 
identification number of the CA who processed the request. 

 Relay users register a username and password/PIN.  Sprint also asks customers to 
register a security question and answer only known to them in case the username and 
password is lost or forgotten. 

 Sprint’s Customer Profile information is encrypted and protected from outside access by 
firewalls. 

CTI Confidentiality Form 
Consumers need to be confident that their personal and professional calls are kept in the strictest 
confidence.  It is crucial that all employees understand and abide by this Confidentiality Policy.  
All information obtained during a CapTel call is to be kept strictly confidential.  The only person(s) to whom 
information obtained during a call may be divulged is a member of the administrative team (i.e. supervisors, 
trainers, HR representatives, the Floor Operations Coordinator, or the Call Center Director).  Only specific, 
pertinent information relating to Training, Call difficulty, Technical difficulties, Emergencies or Customer 
service issues may be disclosed to the appropriate personnel, and this must be done in private.  
Under no circumstance are identifiers to be used while discussing a call (terminology that would identify 
personal information about a caller including, but not limited to, gender, name, address, and business 
information).  The standard, objective way off referring to callers is to identify the person using the captioned 
telephone as the “client,” while the other party or parties are referred to as the “doc(s).”  Furthermore, any 
person not employed by CapTel, Inc. or its parent company shall not be allowed on or near the call floor.  
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Nor shall information regarding CapTel clients be discussed or posted in any public forum.  
Employees agree to abide by the following:  

 I shall only discuss the content of a CapTel call (production, training, timing, or otherwise) with a 
member of the administrative team under the guidelines provided above. I will not discuss the 
content of a CapTel call with other persons (CAs, friends, family members, etc.).  

 I shall disclose only appropriate information regarding a training/timing call to a member of the 
administrative team according to the guidelines documented above.  

 I shall not divulge specific information related to the work or calls I have heretofore processed, 
upon termination of my employment at CapTel or at any time thereafter.  

 I shall not disclose information which could be used to identify specifics about a particular 
consumer to anyone except a member of the administrative team according to the guidelines 
documented above.  

 I shall not act upon any information received via a CapTel call.  
 I shall not listen to, get involved in, or position myself to observe a CapTel call being processed by 

another employee.  
 I shall not disclose information which could be used to identify specifics about any employee 

including, but not limited to, name, CA number, and schedule, except as is necessary to 
appropriate individuals and/or institutions or services.  

 I shall not divulge my personal CA number in conjunction with my name except as required by a 
member of the administrative team.  

 I shall not disclose the technical aspects of my position to anyone not employed by 
CapTel/Ultratec.  

 I shall not bring visitors, including children, onto the call floor.  
 I shall remain off of the call floor if I am not scheduled to be at work.  

_________________________________  
Employee Name (please print)  
________________________________ 
Employee Signature and Date  
 

Sprint Confidentiality Form 
IN CONSIDERATION of:  (1) my employment with Sprint or any subsidiary, affiliate, or successor-in-interest 
of Sprint Corporation, (2) my continued employment as long as mutually agreeable, and (3) the opportunity 
to receive Sprint confidential customer information or other good and valuable consideration:  
AS AN EMPLOYEE OF THE RELAY SERVICES ORGANIZATION, I UNDERSTAND THAT I AM BOUND 
BY ALL SPRINT POLICIES AND SPECIFICALLY, I AGREE AS FOLLOWS:  
1 ALL TELECOMMUNICATIONS RELAY SERVICE (TRS) CALL RELATED INFORMATION SHALL BE 

KEPT STRICTLY CONFIDENTIAL.  I will not reveal any information acquired during or observing a 
relay call.  I will only discuss call-related questions or problems with management or Human Resources.  
I agree to keep confidential all information I learn in my position for the duration of and after my 
employment with Sprint ends.  

2 NO RECORDS OF CUSTOMER INFORMATION OR CONTENT OF ANY TRS CALL SHALL BE 
KEPT BEYOND THE DURATION OF THE CALL, WITH LIMITED EXCEPTIONS FOR AUTHORIZED 
COMPANY PROCEDURES.  I will not keep a record of any customer information or conversation 
content beyond the duration of the call except in accordance with company procedures for relaying 
Speech to Speech calls or for billing and customer profile purposes.  I will destroy all such records in my 
possession immediately upon completion of their authorized use. 

3 NOTHING MAY BE EDITED OR OMITTED FROM THE CONTENT OF THE CONVERSATION OR 
THE SPIRIT OF THE SPEAKER.  I will transmit exactly what is said in the way that it is intended in the 
language of the customer's choice.  

4 NOTHING MAY BE ADDED OR INTERJECTED INTO THE CONTENT OF THE CONVERSATION OR 
THE SPIRIT OF THE SPEAKER.  I will not advise, counsel, or interject personal opinions, even when 
asked to do so by the customer.  

5 TO ASSURE MAXIMUM CUSTOMER CONTROL, I WILL BE FLEXIBLE IN ADAPTING TO THE 
CUSTOMER'S NEEDS.  

6 I WILL STRIVE TO FURTHER MY SKILLS AND KNOWLEDGE THROUGH CONTINUED TRAINING, 
WORKSHOPS, AND READING OF CURRENT LITERATURE IN THE FIELD.  

7 ALL SPRINT MATERIALS IN MY POSSESSION PERTAINING TO ANY SPRINT CUSTOMER WILL 
BE DELIVERED UPON THE TERMINATION OF MY EMPLOYMENT.  

 

I have read and understand the Sprint Relay Center Agreement Regarding Confidential Customer 
Information.  I agree to comply and understand that failure to do so will lead to company disciplinary action 

Page 58



 

  

that may result in my termination and/or criminal prosecution.  I also understand that ascertaining damages 
resulting from a breach of this agreement would be difficult.  I agree that Sprint shall have the right to an 
injunction against me, enjoining any such breach without any obligation to post bond.  I agree that this will 
be in addition to and without limiting any other remedies or rights Sprint may have against me. 
 
________________________________ 
EMPLOYEE SIGNATURE AND DATE  

________________________________ 
MANAGER/SUPERVISOR SIGNATURE AND DATE  
 

Sprint Federal Confidentiality Form 
The Federal Relay provides a transparent link of telecommunication between typed/signed/voice (disabled) 
and voiced (non-disabled) messages.  As part of the relay services organization all employees and 
subcontractors are bound to the following rules and regulations:  

 All Federal Relay call related information is to be strictly confidential. 
 Nothing is to be edited or omitted from the content of the conversation or the spirit of the Federal 

Relay user. 
 Nothing is to be added or interjected into the content of the conversation or the spirit of the Federal 

Relay user. 
 To assure maximum user control, the employee will be flexible in adapting to the caller's needs.  
 Employees and subcontractors will strive to further competency in skill and knowledge through 

continued training, workshops and reading of current literature in the field. 
~ Employee and Subcontractor Role ~  

1) The employee or subcontractor shall not disclose the content of any relayed conversation with the 
exception of resolving issues with supervisors regarding customer complaints.  

2) The employee or subcontractor is prohibited from identifying the name of any caller.  The employee 
or subcontractor shall not reveal or act upon any information obtained from the caller while relaying 
calls, except to resolve issues regarding complaints that are handled through the supervisors.  

3) The employee or subcontractor shall not discuss the specifics of any call relayed (even for training 
purposes) with coworkers, counselors, or other support services.  Nor shall specifics be discussed 
with supervisors except to resolve issues regarding complaints.  

4) Any Federal Tax Return information [as defined in Internal Revenue Code (IRC) 6103 (b)(1),(b)(2)] 
made available shall be used only for the purpose of carrying out the provisions of the Federal 
Relay contract.  Information contained in such material shall be treated as confidential and shall not 
be divulged or made known in any manner to any person except as may be necessary in the 
performance of this contract.  Disclosure to anyone other than an authorized employee or 
subcontractor of Sprint shall require prior written approval of the Internal Revenue Service (IRS).  
Requests to make such disclosures should be addressed to the GSA Contracting Officer.  

5) Return information disclosed to an employee or subcontractor can be used only for a purpose and 
to the extent authorized within the Federal relay contract, and further disclosure or any inspection 
of such return information for a purpose of to an extent unauthorized herein respectively constitutes 
a felony or criminal misdemeanor punishable upon conviction by a fine as much as $5,000.00 or 
imprisonment for as long as 5 years, or both together with the costs of prosecution.  These 
penalties are pursuant to IRC 7213, 7213A, 7431, and 26 CFR Section 301.6103(n)-1. 

6) Any such unauthorized future disclosure of returns or return information may also result in an 
award of civil damages against the employee or subcontractor in an amount not less than 
$1,000.00 with respect to each instance of unauthorized disclosure.  These penalties are 
prescribed by IRC sections 7213 and 7413 and set forth at 26 CFR Section 301.6103(n)-1.  

7) Employees and subcontractors have been notified of the penalties for improper disclosure imposed 
by the Privacy Act of 1974, U.S.C 552a. specifically, 5 U.S. C. 552a(I)(1), which is made applicable 
to subcontractors by 5 U.S.C. 552a(m)(1), provides that any employee of a subcontractor who by 
virtue of his/her employment or official position, has possession of or access to agency records 
which contain individually identifiable information, the disclosure of which is prohibited by the 
Privacy Act or regulations established there under, and who knowing that disclosure of the specific 
material is so prohibited, willfully discloses the material in any manner to any person or agency not 
entitled to receive it, shall be guilty of a misdemeanor and fined not more than $5,000.00.  

8) Employees and subcontractors shall be responsible for the confidentiality of all calls relayed 
consistent with Federal Laws, Statutes, and Regulations.  

9) Employees and subcontractors shall ensure that no records are maintained of any conversation, in 
accordance with the Privacy Act of 1974 (P.L 93-579), IRC 6103, 6103(n), 26 CFR Section 
301.6103 (n)-1, the Internal Revenue Service Acquisition Procedures (IRSAP) and Office of 
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Management and Budget (OMB) guidance on the Privacy Act of 1974 (Federal Register, Volume 
52, No. 75, Page 12990).  

10) This Pledge of Confidentiality will remain in the employee's and subcontractor's file until termination 
of employment and shall be made available to an authorized representative for the General 
Services Administration (GSA) as may be requested.  
 

I have read and fully understand the Federal Relay Code of Ethical Behavior.  I agree that failure to do so 
will lead to disciplinary action that may include termination.  I agree to process calls in the manner required 
by the Federal Government as detailed in the Federal Relay contract.  I agree to abide by this Code of 
Ethics even after my employment with Sprint and/or subcontractor ends.  
___________________________________________________________________  
Employee/Subcontractor Signature      Date  
___________________________________________________________________  
Supervisor Signature       Date  
___________________________________________________________________  
Company Name (Print or Type)  
 
Service Type (check one)  
_____ Captioned Telephone/CapTel  
______ Relay Conference Captioning/RCC  
______ Telecommunications Relay Service/TRS and/or Internet Relay (a.k.a. Federal IP Relay)  
  
Note:  All of Sprint's Employees and subcontractors working on this contract will be acquainted with the 
applicable portions of FIRMR, the Privacy Act of 1974, and the Freedom of Information Act, and 
implementing regulations and policies.  The employees and subcontractors will also be given copies of the 
following criminal and civil disclosure and inspection penalties, in full text, IRC 7213, IRC 7213A, and IRC 
7431.  
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Appendix D: Disaster Recovery 
Sprint offers emergency options and uninterruptible power that exceeds the State’s minimum 
requirements by offering an end-to-end approach that is unmatched in the relay industry.  Sprint 
has emergency operations and uninterruptible power systems (UPS) supporting relay call centers, 
the TRS switches (located at wireline switch sites).  Sprint knows a large-scale loss of commercial 
power is one of the most critical factors impacting access to communication.  We have proven 
programs to keep that from impacting relay services.  Both TRS and CapTel offer uninterruptible 
power supplies and generators to ensure relay users will continue to have access to the service in 
the event of power outages. 

Call Center Power Solutions 
Sprint provides a cost effective solution with a UPS using a combination of standard battery backup 
and an auxiliary generator to provide uninterrupted power for an unlimited duration for key 
components. 

 The switch peripherals 

 Switch room environment, including: 

 Air conditioning, if required to maintain service 

 Fire suppression systems 

 Emergency lights and system alarms 

 CA consoles/ terminals 

 CA work site emergency lights 

 Call Detail Recording (CDR) 

Sprint ensures the UPS system capacity is sufficient to operate the call center during busy season 
and busy hour load.  Sprint has installed power-generating equipment capable of operating call 
centers for extended periods.  In the event of a power outage, the UPS and back-up power 
generator ensure seamless power transition until normal power is restored.  UPS is used only long 
enough for the backup power generators to come on line – a matter of minutes.  Backup power 
generators are supplied with sufficient fuel to maintain operations for at least 24 hours.  Generators 
can stay in service for longer periods of time as long as fuel is supplied.  As a safety precaution (in 
case of a fire during a power failure), the fire suppression system is not electrically powered.  Once 
the back-up generator is on line, stable power is established and maintained to all TRS system 
equipment and facility environmental controls until commercial power is restored. 

Emergency Procedures Training 
All Sprint Relay employees are trained on emergency procedures to minimize or prevent disruption 
to relay users.  Sprint instructs its staff on the procedures to be followed in the event of an 
emergency or service impacting issue.  Sprint provides annual training to ensure familiarity with 
systems and processes.  Ad-hoc training is conducted for new procedures or team members.  

Sprint’s response organizations use exercises to evaluate plans, educate personnel, test functions, 
and operational capability.  Information related to these exercises is propriety to Sprint.  
Additionally, as part of the nation’s critical infrastructure, Sprint participates in coordinated situation 
drills with Federal Emergency Management Agency (FEMA), the Department of Homeland Security 
(DHS), and state emergency management agencies to ensure coordinated preparedness and 
response during a disaster.   

 Tabletop Exercises:  In a round-table setting, members of the response team meet to 
discuss responsibilities and describe how to react as a team in an emergency.   
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 Walk-Through Drills:  Both the response team and management perform their emergency 
functions within the emergency response location.  

 Functional Drills:  Tests designed to target specific functional processes within the 
recovery plan such as notification, response, communications, documentation, and team 
cohesiveness.  Often, these functions are tested separately to help identify improvement 
areas and to eliminate confusion. 

 Full-scale Exercises:  Exercises simulated to be as close as possible to a real-life disaster.  
They may involve a combination of response teams, management, field operations, and 
outside agencies. 

 After Action Reviews (AARs):  Following an incident or an exercise, an AAR is conducted 
to ask participants to identify areas of success and improvement.  These are documented 
as Lessons Learned and tracked to satisfactory completion. 

 Maturity:  Sprint uses an internally developed Maturity Model for benchmarking the 
Business Continuity Program success and progress.  The model is based on the Capability 
Maturity Model as developed by Carnegie Mellon University. 

Business Continuity 
Industry accepted principles are the basis for Sprint’s BC program.  Sprint has adopted key 
principles from standards set by organizations such as the Disaster Recovery Institute International 
(DRII), ASIS Organizational Resilience Standard, FEMA, Business Continuity Institute (BCI), 
American National Standards Institute (ANSI), NFPA 1600, International Organization for 
Standardization (ISO) 27001 and ISO 22301, and several Military Specifications (Mil-Spec) 
standards.  Sprint’s Business Continuity Program Overview is reviewed and approved on an 
annual basis.   

Sprint Relay network has a Business Continuity (BC) plan to deal with all types of natural and man-
made problems which may prevent calls from reaching the relay center or impact the operation of 
the TRS platform.  The plan identifies how Sprint minimizes impact to relay users and restores 
relay services.  Sprint brings more value when it comes to maintaining operations during natural 
and man-made events.  Sprint’s BC methodology and implementation standards are consistent 
with industry-wide best practices and trusted by experts in the field.  The Sprint dedicated BC 
Teams (BCTs) participate in government-provided and private sector training, and maintain 
certifications from: 

 DRII 

 International Association of Emergency Managers (IAEM) 

 DHS 

 Business Continuity Institute (BCI) 

Sprint understands the BC challenges faced by government organizations and has designed state 
relay services accordingly.  Sprint has experience in serving more than 160 federal entities and 
more than 150 military bases worldwide including the Department of Defense (DOD), State/Local 
Governments, Law Enforcement, and DHS.   

Sprint's Business Continuity Management Team works as a customer advocate when large 
network outages occur.  The team works closely with network recovery teams to establish 
customer prioritization once the backbone, Telecommunications Service Priority (TSP) and Critical 
Life Circuits are re-established.   

All departments within Sprint, including the Sprint Relay program, follow these well-established 
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programs to ensure top-notch support for our customers. 

Call Center Evacuation Events 
Sprint has plans in place to deal with call center events such as fires.  Each call center has a 
designated Safety Marshal and clear chain of command.  As a first step, the situation is identified 
and the threat is assessed.  If evacuation is necessary, the local authorities (e.g., 911) are 
immediately alerted along with the Call Center Service Assurance Center (CCSA) and the Traffic 
Management Control Center (TMCC).  Call center management and Sprint Corporate Security are 
also alerted. 

Traffic will be re-routed immediately to other call centers not impacted and work with those call 
centers to increase staffing, as needed.  Once the issue is resolved, all communication assistants 
(CAs) return to the center and the incident is fully documented. 

Proactive Measures 
Over the past 26 years, Sprint Relay users have rarely experienced any type of inability to place 
calls.  Sprint’s backup capabilities are unmatched in the TRS industry with 6 call centers (including 
the location at Sprint headquarters in Overland Park, KS) capable of handling TRS calls and 
multiple switch locations supporting the TRS platform.   

Sprint’s switches and call centers are staffed with spare positions and platform components to deal 
with all types of technical issues.  The TRS platform offers automated alarming to notify personnel 
of issues. 

Redundancy is built into our infrastructure to deliver outstanding performance for all of our TRS 
customers.  These attributes will ensure functional equivalency for state relay service callers during 
disasters.  The benefits of our leading-edge platform and flexible configuration include: 

 Switches, call controllers, and databases are housed in geographically-dispersed locations 
that conform to “critical” grade physical security requirements.  Sprint’s switches and 
peripherals are located at switch sites in telecom bunkers. 

 Redundant connections between switch sites, 800 network, and call centers  

 If the problem is within Sprint's TRS center, maintenance can usually be performed from 
Sprint's centralized center, the CCSA. 

 Sprint retains hardware spares at each center to allow for the most common type of repair 
required without the ordering of additional equipment (except for complete loss of a 
building). 

 Centralized routing and reporting systems enables Sprint to treat the entire call center 
complex as a single virtual call center rather than standalone call centers 

 All TRS positions are capable of handling calls for any State customer.   

 All training seats are configured and immediately ready to take production traffic. 

 Sprint has pre-established plans for all types of outages. 

 Sprint automatic routes calls away from a center undergoing a service recovery event.  For 
example, if a fire drill forces CAs to evacuate, the call router automatically sends calls to 
other relay centers. 

Sprint has historically been the best at dealing with natural and man-made disasters that have 
caused outages.  With each incident Sprint has managed to be prepared, respond and ensure 
ongoing service delivery.  Sprint’s processes as detailed here take into consideration every aspect 
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of an outage and/or natural disaster that includes a higher call volume likelihood due to the natural 
disaster.  Some examples of disasters that affected Sprint facilities in the past are: 

 Wind burst that blew off a portion of the roof of our Syracuse, NY call center 

 Farmer cuts Fiber Optic cable servicing Lubbock, TX when burying a cow 

 Hurricanes that impacted call centers in Miami and Jacksonville 

 Tornado warnings impacting upper Midwest call centers.  One evening, 37 Tornadoes 
were within range of our call center.  Our center had to be evacuated.  Sprint continued to 
provide service without interruption. 

These list just a few of the natural and man-made disasters we faced, and with each one we were 
able to maintain our service levels with the processes we have in place.  Our employees are the 
best at ensuring we maintain these service levels.  

TRS Data Center Disaster Planning 
Sprint has implemented a distributed architecture for interconnection redundancy utilizing dual fiber 
facilities at all of our switch locations.  These main switch locations currently have battery backup 
as well as permanent generators.  In addition, site recovery plans have been developed for all 
major switch locations, prioritizing available options for relocation, and ensuring agility when faced 
with disaster recovery issues.  Most switches also have tap boxes to readily connect the output of a 
portable generator in the event of primary generator issues. 

TRS Winter Preparedness Plan 
Sprint has processes in place if a known weather event is encountered.  These known contingency 
plans are designed to mitigate our customers’ degradation of service and are maintained by the 
TMCC.  Each service has back-up locations to ensure redundancy. 

Known Event 

 Four days prior - TMCC and Ron Peay (Operations Manager) will make a determination as 
to the severity and number of centers which might be affected. 

 Three days prior - TMCC and Ron will verify previous day’s potential impact and begin 
calling to non-effected centers to post overtime (OT).  All centers will be advised to put a 
list together of employees who will work overnight and weekends.  TMCC will notify John 
Moore (Manager - Customer Relations) and CCSA of our “game plan” 

 Two days prior - TMCC will meet with Ron to update impacts and plan.  All non-impacted 
centers will be called to update OT requirements and overnight requests.  

 One day prior - TMCC will meet with Ron to update impacts and plan. 

 Day of Event - TMCC will invoke emergency call routing as required.  TMCC will be the 
point of contact for all notifications.  Affected centers will update TMCC every four hours.  
TMCC will update Ron who will update Business Continuity Manager through executive 
level.  Management is also responsible for notifying the Business Continuity Team. 

Unknown Event 
The Activation Criteria Plan will be used when either weather or other events cause potential 
significant (excess of 25 percent) increase in call volumes or one or more TRS call centers is off-
line for more than two hours, using the following procedure: 

 Automated alarming and/or TRS call center notifies TMCC  

 TMCC contact CCSA  

 CCSA sends notification to a pre-established distribution list 

Page 64



 

  

 CCSA establishes a conference call to work on resolving the issue with impacted groups  

After fix agencies are unable to re-establish center operations – the Business Continuity Plan 
(BCP) is invoked and Management will notify the Business Continuity Management Team. 

CapTel-Specific Disaster Recovery Information 
CapTel, Inc. (CTI) and Sprint have worked together to develop a complete plan for dealing with all 
types of natural and man-made problems including but not limited to terrorism and phone line cut 
accidents.  Performance at the CapTel call center is monitored continuously by CTI technicians 
24/7.  Sprint will be notified by the CapTel Service Center Manager immediately upon 
determination of any type of natural or man-made problem that causes disruption either: 

CapTel has established contingency plans in the event of a complete and extended loss of a 
CapTel call center.  The plan includes a number of steps based on the estimated duration of the 
outage and takes advantage of the relative short travel time between the Wisconsin CapTel call 
centers.  The first phase is organized to initiate the recovery process within hours and can be fully 
completed within days.  This involves expanding service into available space in the operating call 
center locations and other CapTel facilities  

 All training seats are configured and immediately ready to take production traffic.  

 Additional production seats are established in unused and available space within the 
existing facilities.  

 Regular shuttle services are established to transport qualified CapTel CAs and staff from 
the outage area to and from the expanded facilities.  

The recovery plan includes a second phase for extended outages.  To support this longer duration, 
CapTel has identified additional disaster recovery locations with appropriate facilities in the 
metropolitan area of each of the call centers. 

The addition of the Orlando, FL and Sprint’s TRS/CapTel call centers has alleviated many of the 
inclement weather challenges presented by the winter season.  However, if inclement weather 
affects the CapTel staffs’ ability to arrive to work, in most cases, with minor adjustments, CTI can 
still meet the call volume demand with enough staff coverage in a wide range of snow fall amounts.  
However, if necessary, Sprint and CTI will institute proven tactics, as necessary, to motivate, 
encourage, and enable CapTel CAs to be present or to pick up additional hours so CTI can meet 
its service level requirements during inclement weather 

Customer Notification Procedures 
Sprint will inform the state contract manager of any major interruptions to the TRS/CapTel service 
that exceeds five minutes in duration or isolates part of the state.  To provide the contract manager 
with the most complete and timely information on problems affecting relay service, Sprint’s trouble 
reporting procedure for TRS and CapTel includes multiple levels of response: 

 Immediate notification of events that last 5 minutes or isolate part of the State 

 Notification when the issue is resolved and/or status updates (every 24 hours) 

 Comprehensive final report within 3 days 

Within 24 hours of the Relay service disruption, an intermediate report provides problem status and 
more detail of what action is necessary.  In most cases, the 24-hour report reveals the problem has 
been corrected and full relay service has been restored.  The state contract manger (or designate) 
will receive this notification from your Sprint Customer Relationship Manager (CRM).  He/she 
and/or a member of the management team will provide the final report and follow up on steps 

Page 65



 

  

Sprint will take to ensure we can minimize the likelihood of this event occurring again.   

Final reports include a comprehensive look at the event, including the following: 

 How the problem occurred 

 When the problem occurred 

 The number of impacted customers (if known) 

 What was required to correct the problem 

 Time and date the relay service resumed full operation 

 Avoidance plan for future (if applicable) 

Temporary Delay Message 
If approved by the state, Sprint can also provide a temporary delay message for TRS users that is 
turned on only when long hold times may occur as a result of weather or other event impacting 
service.  For example, if there were a terrorist attack or natural disaster that significantly increased 
the number of calls to the relay center, Sprint can add a temporary recording that alerts voice and 
TTY users, such as:  “THE RELAY CENTER IS EXPERIENCING LONGER THAN NORMAL HOLD 
TIMES.  PLEASE HOLD FOR THE NEXT AVAILABLE CA OR TRY YOUR CALL AGAIN LATER.” 

Telecommunications Service Priority (TSP) 
All of Sprint’s circuits supporting TRS and CapTel services have qualified for priority restoration 
under the TSP program.  Sprint’s participation in the TSP Program strengthens our robust 
reliability.  If a national or regional emergency causes service to be disrupted and the call center 
cannot receive or place calls, Sprint’s participation in the TSP program means Local Exchange 
Carriers (LECs) would be required to restore service as rapidly as possible consistent with the 
priority status assigned.  Sprint’s reliable network and TSP participation ensures Sprint’s disaster 
recovery ability is unmatched by any Relay provider in the world.   
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CapTel®—a free captioned phone service
CapTel, short for captioned telephone, users place calls in the same way when dialing with a standard 
telephone. Utilizing voice recognition technology that displays verbatim captions of the conversation on 
screen of a telephone or computer screen, the CapTel user can hear and read what the other person is saying.  

How do I apply for specialized telephone equipment?
The Nebraska Specialized Telecommunications Equipment Program (NSTEP) provides qualified applicants 
(proof of a disability that makes using a standard telephone difficult or impossible) with vouchers to purchase 
assistive telephone equipment.  A person can apply for a voucher by visiting www.nebraskarelay.com/nstep 
or calling 1-800-526-0017 Voice/TTY or the Nebraska Commission for the Deaf and Hard of Hearing at  
1-800-545-6244.  

Learn more about Nebraska Relay  
 Nebraska Relay Website: www.nebraskarelay.com
 Nebraska Relay Customer Service: 1-800-676-3777 (TTY/Voice/ASCII)
 Nebraska Relay Spanish Customer Service: 1-800-676-4290 (TTY/Voice/ASCII)
 CapTel Customer Service: 1-888-269-7477 (Voice/CapTel/TTY)
 CapTel Spanish Customer Service: 1-866-670-9134 (Voice/CapTel/TTY)
 Sprint TTY Operator Service: 1-800-855-4000

Services supported by surcharge   
A few cents per telephone bill surcharge makes Nebraska Relay services possible for  
the citizens of Nebraska. Sprint is the provider of the relay services for Nebraska.

Nebraska Relay Makes Telecommunications 
Accessible for Nonstandard Phone Users

What is Nebraska Relay?
Nebraska Relay is a free, completely confidential 24-hour public service that makes the use of the telephone 
possible and a better experience for many thousands of citizens and visitors of the state who are deaf, hard of 
hearing, deaf-blind, speech-disabled, and hearing.   

How does Nebraska Relay work?
The person dials the toll-free Nebraska Relay number and gives the communications assistant (often 
abbreviated as the CA) the area code and number of the person receiving the call. An example of a Nebraska 
Relay service is a highly trained CA who voices the typed comments by the TTY (text telephone) user and  
types the spoken comments by the other person back to the TTY user. Nebraska Relay provides several options 
to meet the needs of people who do not use the standard telephone.

How to connect to Nebraska Relay 

7-1-1 is not an emergency number
Some people might assume it is okay to call 7-1-1 for emergencies. The 7-1-1 Nebraska Relay number is for 
relay service calls only. The Americans with Disabilities Act (ADA) requires that 911 centers be prepared to 
handle emergency calls from people who use the text telephone. Nebraska Relay will make every effort to 
assist a person during an emergency but cannot serve in the same function as 911 centers. Nebraska Relay 
does not assume responsibility for handling emergency calls.

Dial: 7-1-1 *
TTY: 1-800-833-7352 
Voice: 1-800-833-0920 
ASCII: 1-888-696-0629 

Voice Carry-Over: 1-877-564-2481
Hearing Carry-Over: 1-800-833-7352
Speech-to-Speech: 1-888-272-5527 
Spanish-to-Spanish: 1-888-272-5528 
Spanish-to-English: 1-877-564-3503  
 

Some buildings with a PBX telephone system 
(often in hotels and offices that have 
extension numbers) make reaching 7-1-1 
not possible. The above 800 numbers can be 
dialed when not able to get through to 7-1-1.

 *
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NEBRASKA RELAY 2014
2011: Sprint is recog-
nized by the Paisley 
Group for best TRS 
customer service and 
typing speed.

2012: CapTel 800 is 
upgraded to 840. 

Educated nearly 23,000 
people at exhibits and 
events.

the Federal Commu-
nications Commission 
until 2018.

2014:  Awarded  
contract to provide  
relay services from July 
1, 2014 to June 30, 
2019.

2013 
 

recertified by the fcc 
for five years.

2011  
Recognized by the  

Paisley group for best 
trs customer service 

and typing speed.

2014  
awarded contract to 

provide relay services 
until 2019.
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Steve Stovall 
Nebraska Public Service Commission 
300 The Atrium 
1200 N. Street 
Lincoln, NE 68508

Dear Mr. Stovall,

Sprint Relay had another opportunity to serve Nebraska consumers during the calendar year of January- December 
2014 by providing relay services, outreach education and customer service. Sprint is appreciative of the new 
contract awarded through June 30, 2019.
 
Nebraska Relay provided:

• Outreach education at 14 events across the state
• Relay information to 1,506 consumers
• Advertisements in four different publications
• The completed Interstate TRS Fund Data Collection report
• NPA-NXX map infographics for both TRS and CapTel

• TRS: A moderate decrease of 19.4% or 25,639 minutes 
• Speech-to-Speech: An increase of 72.2% or 723 billable minutes 
• CapTel: A decrease of 8.1% or 18,125 minutes

Sprint thanks the Nebraska Public Service Commission administration, the Nebraska Relay outreach specialist and 
the state relay users for the opportunity to provide relay services and education.  We look forward to working with 

Sincerely,

Emma Danielson
Customer Relations Manager

[
]

Emma Danielson, Customer Relations Manager

emma.danielson@sprint.com | (877) 698-5520 TTY
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Outreach Education
Outreach Activities 
Nebraska Relay promoted relay service awareness through product and service demonstrations, exhibitions, presentations 
and information dissemination and at www.nebraskarelay.com. With a focus on traditional Telecommunications Relay 
Services (TRS), Speech-to-Speech (STS) services, and CapTel services and support from the Nebraska Relay contractor, 
outreach activities included exhibitions or presentations at:

Date Event City Target Audience
Number of 
Participants

Presentation
Demonstration 

Exhibit

FEBRUARY

25 University Sertoma Club Lincoln Sertoma members 15
Presentation and Demon-

stration

APRIL

8
Hearing Loss Association of 

America
Omaha HLAA members 22

Presentation and Demon-
stration

12 2014 Omaha Health Expo Omaha General Public 400 Exhibit

13 2014 Omaha Health Expo Omaha General Public 200 Exhibit

24 CI Sertoma Club Lincoln
Sertoma Members who 
have Cochlear implants

26
Presentation and Demon-

stration

MAY

1 Joint Agency Meeting Gering General Public 45 Exhibit

JUNE

3 CapTel Training/Installation Kearney CapTel Customer 1 Installation/Training

3 CapTel Training/Installation Hastings CapTel Customer 1 Installation/Training

SEPTEMBER

9 Huskers Harvest Days Wood River
 Farmers/General 

Public
350

Exhibit (2 days rained 
out)

15 Westside Lions Club Omaha Lions Members 16 Presentation

19-21 Railfest North Platte General Public 326 Exhibit

25
Nebraska Speech, Language, 

Hearing Association 
Conference 

Lincoln Members of NSLHA 102 Exhibit

30 CapTel Training/Installation Lincoln CapTel Customer 1 Installation/Training

DECEMBER

22 CapTel Training/Installation Lincoln CapTel Customer 1 Installation/Training

TOTAL 1,506
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Outreach 
Materials
CapTel Flyer
To educate consumers on Nebraska Relay 

different media outlets:
• Nebraska Farmer Magazine 

(March, May, September, and 
November)

• Nebraska Academy of Family 
Physicians Magazine (November)

• The Voice Newspaper in 
southeastern Nebraska 
(December)

TDI Directory 
In Spring 2014 Nebraska Relay placed 

Service, and equipment distribution 
program (NSTEP) phone numbers 
and website address in the national 
Telecommunications for the Deaf and 

at left). 

TDI has published its directory 

resource includes over 500 pages of 
contact information for thousands of 
individuals, businesses, organizations 
and government agencies that serve the 
deaf community.

The Nebraska Relay website, at www. 
nebraskarelay.com, provides information 
and videos explaining how calls are handled, 
offers an online consumer form for personal 
preferences, outlines the Nebraska Specialized 
Telecommunications Equipment Program 
(NSTEP), and has additional resources. 

To monitor trends on the website, the 
Customer Relations Manager received a 
monthly statistics report. During this reporting 
year, there were 137,590 hits, representing 
the requests made to the server. This is an 
increase of 18%, or 21,007 hits, compared to 

from August to October may be attributed to 
the exhibit work the Commission for the Deaf 
and Hard of Hearing performed during “Senior 
Day” at the State Fair, and with Nebraska Relay 
during the Husker Harvest Days trade show in 
September.

Website Statistics

What is NSTEP?

Application Forms

Contact Information

 

 

 

 

 

 

 

 

 

 

At a Quick Glance

Nebraska Relay
Flyer

Nebraska Relay 
Customer Profile

Service 
Feedback

FAQs

Sprint Relay 
Store

 

 

 

 

 

 

 

Nebraska Specialized
Telecommunications Equipment
Program (NSTEP)
Nebraska Specialized Telecommunications Equipment
Program (NSTEP) is a program that provides free equipment
for Nebraska residents with qualifying disabilities that
interfere with the use of the telephone. Individuals who are
experiencing difficulty using their current telephone
equipment are encouraged to apply to receive assistive
equipment through the Nebraska Specialized
Telecommunications Equipment Program.

The program is offered as an outreach service of the
Nebraska Commission for the Deaf and Hard of Hearing in
partnership with the Nebraska Public Service Commission.

What Type of Equipment and Services Are Available? 
The program provides a wide range of equipment. Some
examples of the equipment include

lifi d t l h

Fig. 1: Website Statistics

Month Hits

January 9,892

February 11,601

March 10,239

April 10,554

May 8,734

June 9,303

July 9,874

August 18,475

September 14,021

October 13,419

November 11,063

December 10,415

Traditional Relay Services
800-833-7352 TTY or TeleBraille
800-833-0920 Voice
877-564-2481 Voice Carry-Over (VCO)
800-833-7352 Hearing Carry-Over (HCO)
888-272-5528 Spanish-to-Spanish Relay
888-272-3503 Spanish-to-English Relay
888-272-5527 Speech-to-Speech (STS)
800-833-7352 ASCII 
900-230-3434 900 Services (not toll-free)
Captioned Telephone Service (CapTel®) 
877-243-2823 Voice to CapTel   
866-217-3362 Voice to CapTel (Spanish)
Customer Service
800-676-3777 Nebraska Relay  
800-676-4290 Nebraska Relay (Spanish) 
888-269-7477 Captioned Telephone
866-670-9134 Captioned Telephone (Spanish) 
877-787-1989 Speech-to-Speech (STS)  
Equipment Distribution Program
800-545-5244 (NSTEP - Toll Free TTY/Voice)
402-471-3593  (Voice) 
402-261-2657 (Videophone)
www.ncdhh.ne.gov  (Website)

Making a telephone connection for hearing, deaf, 
hard-of-hearing, speech-disabled, deaf-blind, and 
late-deafened individuals!  

Just Dial 7-1-1* or use these toll-free numbers:

*  Some buildings with a PBX telephone system (often in hotels and offices that have  
 extension numbers) make reaching 7-1-1 not possible. If you are unable to connect  
 to 7-1-1, please use the alternative number given for each type of relay service call.
 Nebraska Relay Service is provided by Sprint.  CapTel is a registered trademark of  

Ultratec Inc

www.nebraskarelay.com

NEBRASKA  
Relay Service

www.nebraskarelay.com/captel

Neil’s wife called and said:
         “ Can you bring me a 
    manicure set, pretty please? ”

    Neil thought he heard:
     “ Can you bring me a
     manure spreader please?  ”

Catch every word with the CapTel® 840.

For more information about the service  

or to get a CapTel® 840 phone, contact: 
- 1-800-233-9130  
- emma.danielson@sprint.com (email)
- www.nebraskarelay.com/captel (website)

A free captioned telephone service provided by 
Nebraska Relay is the solution for people with   
a hearing loss.  CapTel® 840 allows the user with  
hearing loss to hear and read everything the  
other person on the phone is saying!

CapTel is a registered trademark of Ultratec, Inc.

Oh, that’s
disgusting!

“

“

RECONNECT.
Captions for your phone calls. 

Captioned telephone service from Nebraska Relay 
offers the ability for anyone with hearing loss to 
communicate on the telephone independently.

LISTEN, READ and RESPOND to your callers 
with ease on the CapTel® phone!

Sprint CapTel® 2400i

FOR MORE INFORMATION ABOUT 
THE CAPTEL SERVICE: 

nebraskarelay.com/captel
emma.danielson@sprint.com 

TO ORDER A CAPTEL PHONE,  
CONTACT: 

captelnebraska.com (website)
(877) 805-5848
sprintcaptelsales@sprint.com

Nebraska residents may be eligible to receive a CapTel phone through the Nebraska Equipment Distribution 
Program, which offers residents with hearing loss monetary assistance to purchase telecommunications 
equipment.  To learn more about the program, visit www.nebraskarelay.com/howtogetcaptel.html   
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TRS Enhancements
Enhanced 
Speech-to-Speech
Services
In March 2014, Sprint made 
several enhancements to 
its Speech-to-Speech (STS) 
services, such as additional 
features shown in the 
postcard at right.

Osher Lifelong Learning Institutes
Relay South Carolina, in partnership with Sprint, presented a program at the 
Furman University Osher Lifelong Learning Institutes (OLLI) in Greenville, South 
Carolina, in March 2014. The program was designed to raise awareness about 
communication solutions for people with hearing loss.
 
The first OLLI course presentation, lasting five hours, covered various topics, 
such as hearing loss types, hearing aid and cochlear implant features, 

telecommunication equipment, smartphone applications, and public accommodations (including television 
and movie captioning). Also shared were newer resources available to individuals with hearing loss that help 
ensure independence and reduce stress. 

STARS Conference
Sprint sponsors an annual conference for State Telecommunication Administrators of Relay by Sprint (STARS). 
The STARS conference is an ideal forum for discussions about current FCC rules and upcoming industry trends, 

SPRINT RELAY 
ACCOUNTS
Sprint provides relay services for 34 
accounts including Federal Relay Service, 
Puerto Rico, Virgin Islands and New 
Zealand, as shown in the map at right.
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and idea exchanges among state relay administrators. This year’s STARS conference 
was held in Florida in May 2014.

CapTel Phones in Sprint Stores
In May 2014, Sprint performed a trial of CapTel phones in Sprint wireless retail 
stores to evaluate how consumers shopping for wireless phones responded to 
learning about wireline IP-based Sprint CapTel 840i Customer Premise equipment. 
This initiative was in preparation for the deployment of the CapTel 840i phone to 
more than 1,200 retail stores in the nation. Each customer will receive installation 

and support services. The trial took place in 20 stores in southern Florida, 5 stores in Texas, and 5 stores in 
Washington.

Emerging Text-to-911 Technology
Text-to-911 technology is the ability to request emergency assistance by sending, on a wireless phone, a text 
message to a public safety answering point (PSAP).  While this technology may be most utilized by the deaf, 
hard of hearing, and speech-disabled communities, it is expected to be increasingly used by the general 
public.  Text-to-911 is also intended as an option for when voice calling is unavailable or unsafe, such as during 
domestic violence incidents.

Sprint now provides text-to-911 service. Sprint currently routes enhanced wireless 911 calls to 198 PSAPs in 
Florida. Additional service areas will take up to six months to implement. Sprint is enthusiastic about expanding 
the public’s ability to get critical assistance. Towards that end, Sprint continues actively participating in 

standards bodies and industry working groups, along with cooperative efforts with PSAPs 
across the country.  As part of these efforts, Sprint evaluated vendors and participated in a 
six-month text-to-911 trial with different jurisdictions across the country prior to launching 
the service.  Sprint is proud to have such innovative partnerships and to be a strong 
contributor to emergency communications. 
 

Employee of the Year Award
In May 2014, Mike Ellis, National Director for Sprint Relay, was named one of the 2014 “Employees of the Year” 
by CAREERS & the disABLED Magazine for his professional and advocacy efforts on behalf of people with 
disabilities in the workplace and in the community.  Ellis was one of only 10 employees recognized.

Employee Resource Group
John Moore, the Sprint Relay branch manager for the Relay Program Management team, has been promoted to 
president for the Sprint Employee Resource Group: REAL DEAL. In his last year of this two-year term, he serves 
as the point of contact for resource information and guidance on disability information, with an emphasis on 
deaf- and vision-related matters.  

T
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RELAY Statistics
Telecommunications Relay Service 
The following information indicates the trends in the annual total number of billable session minutes, billable speech-to-
speech minutes, number of calls, average speed of answer and service level, contacts with customers, and calling trends. 

See appendix for a complete statistics report. 

Billable Session Minutes 
Figure 2 indicates the total monthly billable session minutes processed 
through Nebraska Relay. The total of 106,328 minutes includes 
all aspects of TRS services except interstate, interstate directory 
assistance, international, toll-free conversation, 900 numbers, Speech-
to-Speech and CapTel. This represents a moderate decrease of 19.4%, 

Billable Speech-to-Speech Minutes 
This calendar year contained 1,725 Speech-to-Speech (STS) billable 
minutes. Sprint Relay, in partnership with the United Cerebral Palsy 
(UCP) organization, promoted STS as part of its national campaign to 
educate STS users on its enhanced STS features. That led to a large 
increase of 72.2%, or 723 minutes, compared to the previous year’s 

Relayed Call Volume 
Figure 4 depicts the total number of outbound relayed calls processed 
through Nebraska Relay. The calls include local, intrastate (both 
intralata and interlata), interstate, toll-free, directory assistance, 900, 
international, marine, other, general assistance, and busy ring/no 
answer. For this reporting period, there was a decrease of 9.6%, or 

Fig. 2: Session Minutes

January 10,003 July 7,313

February 9,782 August 6,938

March 8,907 September 7,921

April 9,849 October 7,855

May 10,060 November 7,815

June 10,780 December 9,106

Fig. 3: STS Minutes

January 213 July 82

February 114 August 60

March 80 September 151

April 158 October 214

May 107 November 147

June 119 December 279

Fig. 4: Relayed Call Volume

January 4,072 July 4,395

February 4,128 August 4,218

March 4,030 September 4,438

April 4,295 October 3,909

May 4,609 November 3,651

June 5,073 December 4,017
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Average Speed of Answer 
and Service Level 
Figure 5 illustrates that Sprint has 
once again exceeded the speed of 
answer requirement throughout the 

the number of seconds required to 
answer a call. Nebraska Relay’s daily 
requirement is that 90% of all calls 
are answered within 10 seconds. The 
Average Speed of Answer (ASA) for 

Service Level (SVL) was that 96.9% of 
calls were answered within 10 seconds.

FCC Annual Consumer Contact Log 
Sprint prepares and submits an annual Consumer Contact Log Report on both TRS and CapTel to the Nebraska Public 
Service Commission administration, who then submits the report to the Federal Communications Commission. From this 
calendar year of January to December 2014, there were 0 TRS complaints, 0 TRS commendations and 467 TRS inquiries. 

Calling Trends 
Figure 6 indicates where Nebraska TRS calls 
originated during May 2014. The highest 
concentrations are shown in red, yellow, and
then green.

Fig. 5: ASA and SVL

Month ASA SVL Month ASA SVL

January 1.0 95% July .8 96%

February .7 95% August .8 98%

March .8 96% September .5 99%

April .6 96% October .6 99%

May .6 97% November .7 98%

June .8 96% December .7 98%

Fig. 6: Calling Trends

LEGEND
500 to 1 000
250 to 500
100 to 250
50 to 100
25 to 50
10 to 25

1 to 10
0 to 0
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CapTel
The following information indicates the trends of the annual total number of billable conversation minutes, call volume, 

Billable Conversation Minutes 

billable CapTel conversation minutes totaled 206,794. This represents a 

Call Volume 
A total of 92,079 CapTel calls were generated this reporting year. A 
breakdown of monthly call volume is displayed in Figure X, which 
represents an 11.1%, or 11,470-call, decrease from last year.

FCC Annual Consumer Contact Log 
Sprint prepares and submits an annual Consumer Contact Log 
Report on both TRS and CapTel to the Nebraska Public Service 
Commission administration, who then submits the report to the 
Federal Communications Commission. From this calendar year of 
January to December 2014, there were 0 CapTel complaints, 1 CapTel 
commendation and 58 CapTel inquiries. 

Calling Trends 
Figure 9 indicates where Nebraska CapTel calls originated during May 2014. The highest concentrations are shown in red, 
then yellow, then green.

Fig. 7: CapTel Conversation Minutes

January 19,996 July 18,202

February 18,921 August 16,628

March 18,114 September 16,234

April 16,057 October 16,403

May 18,057 November 14,342

June 18,043 December 15,798

Fig. 8: CapTel Call Volume

January 8,447 July 8,214

February 7,365 August 7,506

March 7,748 September 7,385

April 7,562 October 6,948

May 8,948 November 6,353

June 8,466 December 7,137

Fig. 9: Calling Trends

LEGEND
500 to 1 000
250 to 500
100 to 250
50 to 100
25 to 50
10 to 25

1 to 10
0 to 0
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TRS Statistics
RELAY SERVICE INFORMATION JAN. FEB. MARCH APRIL MAY JUNE JULY AUG. SEPT. OCT. NOV. DEC. TOTAL

Incoming Calls Offered 3,634 3,734 3,688 3,905 4,087 4,451 4,008 3,832 3,977 3,603 3,143 3,818 45,880

Incoming Calls Answered 3,519 3,591 3,578 3,799 3,989 4,327 3,883 3,686 3,883 3,509 3,044 3,676 44,484

Abandoned in Queue 115 143 110 106  98  124 125 146 94 94 99 142 1,396

Blockage 0 0 0 0 0 0 0 0 0 0 0 0 0

Total Number of Relayed Calls (Line 5) 4,072 4,128 4,030 4,295  4,609  5,073 4,395 4,218 4,438 3,909 3,651 4,017 50,835

Total Number of Completed Calls 1,649 1,543 1,407 1,568  1,815  1,866 1,420 1,362 1,457 1,274 1,497 1,275 18,133

Total Number of Subscribers/Users 1,624 1,814 1,909 1,843  1,862  2,108 1,963 1,941 1,829 1,776 1,465 1,966 22,100

Average Weekend Calls 89 104 87 108 112 136 104 105 111 77 91 83 1,207

Average Weekday Calls 146 165 150 156 164 183 155 151 161 143 137 146 1,857

SERVICE QUALITY AVG.

Average Speed of Answer (ASA) 1.0 0.7 0.8 0.6 0.6 0.8 0.8 0.8 0.5 0.6 0.7 0.7 0.7

Service Level (SVL) 95% 95% 96% 96% 97% 96% 96% 98% 99% 99% 98% 98% 97%

TOTAL

Complaints: TRS 0 0 0 0 0 0 0 0 0 0 0 0 0

Commendations: TRS 0 0 0 0 0 0 0 0 0 0 0 0 0

TRS Inquiries 66 24 79 48 37 19 43 25 31 49 20 26 467

RELAY MINUTES OF USE TOTAL

Total Session Minutes of Service 11,486 10,785 9,846 10,708 10,954 11,966 8,207 7,689 8,691 8,784 8,633 9,868 117,617

Less Interstate Minutes 780 495 439 177 274 473 300 312 148 291 202 257 4,148

Less International Minutes 0 0 9 2 0 0 1 0 0 0 0 0 12

Less Interstate Toll-Free Minutes (51%) 703 508 488 679 619 706 593 439 621 638 617 504 7,115

Less Interstate Directory Assistance 0 0 4 0 0 7 0 0 0 0 0 2 14

Less 900 Minutes (51%) 0 0 0 0 0 0 0 0 0 0 0 0 0

Billable Minutes to State of NE 10,003 9,782 8,907 9,849 10,060 10,780 7,313 6,938 7,921 7,855 7,815 9,106 106,328

SPEECH-TO-SPEECH TOTAL

Total Speech-to-Speech Minutes 213 114 80 158 107 119 82 60 312 230 218 279 2,131

Less Interstate Minutes 0 0 0 0 0 6 0 0 0 0 0 0 6

Billable Intrastate STS Session Minutes 259 114 80 158 107 125 82 60 151 214 147 279 1,725

GRAND TOTAL BILLABLE SESSION MINS 10,262 9,896 8,987 10,007 10,168 10,905 7,395 6,998 8,072 8,069 7,962 9,385 108,053

CAPTEL INFORMATION  TOTAL 

Call Count 8,447 7,365 7,748 7,562 8,948 8,466 8,214 7,506 7,385 6,948 6,353 7,137 92,079

AVG.

Average Conversation Minutes Per Call 2.96 3.31 3.01 2.88 2.77 3.05 3.03 3.06 2.75 3.20 3.05 2.99 3.01

Average Speed of Answer (ASA) 0.54 0.51 0.47 0.47 0.60 0.43 0.42 0.44 0.55 0.68 0.61 0.70 0.54

Service Level (SVL) 99.4% 99.8% 99.9% 99.8% 97.0% 99.9% 100.0% 99.8% 99.4% 98.7% 99.1% 99.3% 99.3%

SERVICE QUALITY TOTAL

Complaints:  CapTel 0 0 0 0 0 0 0 0 0 0 0 0 0

Commendations:  CapTel 1 0 0 0 0 0 0 0 0 0 0 0 1

CapTel Inquiries 12 1 2 3 6 2 11 4 3 7 2 5 58

TOTAL

Total CapTel Conversation Minutes 24,964 24,367 23,344 21,743 24,759 25,835 24,894 22,964 20,313 22,200 19,348 21,321 276,052

Less Interstate Conversation Minutes 3,794 4,214 4,077 4,341 5,119 6,136 5,199 4,674 2,516 3,965 3,807 4,130 51,972

Less International Conversation Minutes 21 1 0 0 1 0 0 0 1 2 25 0 51

Less Interstate Toll-Free Minutes (51%) 815 958 807 1,053 1,265 1,307 1,194 1,289 1,178 1,529 914 1,135 13,444

Less in 2 Line (11%) 338 273 347 292 318 349 299 372 383 302 260 258 3,791

Billable Intrastate CapTel Minutes 19,996 18,921 18,114 16,057 18,057 18,043 18,202 16,628 16,234 16,403 14,342 15,798 206,794
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Relay operator relays voice user’s spoken 
words by typing them back to TTY user. 

After TTY user types “GA,”
it is voice user’s turn to respond.

Relay operator then voices TTY user’s 
typed message to voice user. 

TTY user types her conversation 
to the relay operator.

How Does Relay Work?

Nebraska Relay is a free service that 
provides full telephone accessibility to 
people who are deaf, hard-of-hearing, 
deafblind, or have a speech disability.  
This service allows text-telephone 
(TTY) or assistive equipment users to 
communicate with standard (voice) 
telephone users through specially trained 
relay operators. 

Calls can be made to virtually anywhere 
in the world, 24 hours a day, 365 days 
a year with no restrictions on the number, 
length, or type of calls.  All calls are 

and no records of 
any conversations are maintained. 

Nebraska Relay is  provided by 
Nebraska-based telephone companies 
collectively through a contract with 
Sprint.

1
43
2
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7-1-1  is a telephone relay number 
that allows people who are standard 
(voice) telephone users, deaf, hard-
of-hearing, deafblind or who have a 
speech disability to access state relay 
services.  Relay users can simply dial 
7-1-1 to connect with Nebraska Relay. 
This allows easier access, particularly 
for less experienced relay users such 
as businesses or friends and family of 
TTY users.

Note:
If you have problems with 7-1-1 when 
calling through your switchboard 
(which usually is a PBX telephone 
system), you may need to contact your 
PBX administrator to have the system 

If you are not on a PBX telephone system, 
and you cannot access Nebraska Relay 
when dialing 7-1-1, call a customer 
service representative at your local 
telephone company. It is possible that 

your local telephone company may not 
have established 7-1-1 dialing through 
its system.

PBX telephone systems are often in 
businesses, agencies, hotels and other 
places where extension numbers are 
used. And most often, a way around this 
issue is to dial the full 10-digit toll-free 
number.

in dialing 7-1-1, contact the Nebraska 
Relay Customer Service:  

800-676-3777  
(TTY/Voice/ASCII/VCO/HCO)

Email : 
Sprint.TRSCustServ@sprint.com

Español: 
800-676-4290  
(TTY/ASCII/HCO/Voz/VCO)

HOWEVER, if you use a TTY and cannot 
obtain emergency services on 9-1-1, 
you may call 7-1-1 and tell the relay 
operator you have an emergency 
situation. The operator will then voice 
your emergency to the Nebraska Local 
or State Police.  

or emergency services center in their 
community.

The 9-1-1 operators have TTY machines 
and are trained to respond to all needs 
of people in Nebraska including those 
who are deaf or have hearing loss. 
7-1-1 is NOT a substitute for deaf, hard-
of-hearing, deaf-blind, and speech-
disabled residents who need emergency 
services. 

7-1-1 is NOT an 
emergency number. 
7-1-1 should not be 
confused with 9-1-1.

TTY to Voice 
Voice to TTY
Speech-to-Speech

 CapTel®

Voice Carry-Over
Hearing Carry-Over
Spanish Relay
TeleBraille

WebCapTel®

Internet Relay

7-1-1 Available: 7-1-1 Not Available:
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use a TTY to type their conversation to a relay operator, 

person. The relay operator relays the hearing person’s 

 

7 1 1

800 833 7352

nebraskarelay.com/tty 

How to Make a TTY  
to Voice Phone Call:

1. Dial the TTY relay number. 

2. The relay operator will answer 
with “RELAY OPR 2345” (for 

 
F or M (for relay operator 

3. Type in the area code and 
telephone number you wish to 
call and then type GA. 

4. The relay operator will dial    
the number and relay the 
conversation to and from your 
TTY.  Type in GA at the end   of 
each message. 

5.
conversation, type SK (Stop 

users. The relay operator types the hearing person’s spoken 

7 1 1

800 833 0920

nebraskarelay.com/voice

How to Make a Voice       
to TTY Phone Call:

1. Dial the voice relay number.

2. You will hear, “Nebraska Relay 
operator [number]. May I have 
the number you are calling, 
please?”

3. Give the relay operator the area 
code and telephone number 
you wish to call and any further 
instructions. 

4. The relay operator will process 
your call, relaying exactly what 
the TTY user is typing. The 
Relay operator will relay exactly 
what you say back to the TTY 
user.

5. Say the letters SK or say “stop 
keying” and then hang up.

Tips for Hearing Callers:
Be sure to talk  to your caller, saying    

 “tell him” or “tell her”. 
Say “GA” or “ ” at the end of your response. 
Say “SK” or “Stop Keying” before you hang up. Page 97



How to Make a Spanish Relay Call:

Deafblind relay users often use TTYs 
equipped with TeleBraille. Specially 
trained relay operators are familiar with 
deafblind users and trained to provide 
effective solutions to their calling needs.

Relay operator relays voice user’s spoken words in 
Spanish by typing them back to TTY user. 

Relay operator voices TTY user’s typed
message in Spanish to voice user.

Nebraska Relay also provides the service 
in Spanish.  TTY users can type in Spanish 
and the conversations will be relayed in 
Spanish or English.  TTY users can also 
request Spanish-to-English or English-to-

7 1 1

800 833 7352

nebraskarelay.com/telebraille

Spanish translation.  To make a Spanish 
relay call, dial the Nebraska Relay 
number and instruct the relay operator 
how you want your call translated.

Text Pacing: 

During the calls, the relay operator will 
type at a regular pace. The message 
comes across on the user’s TeleBraille at a 
rate of 15 words per minute. This allows 
the user to achieve a more readable 
rhythm. It is set at this default words-
per-minute rate unless the deafblind 

How to Make a TeleBraille Phone Call:

Relay operator types the voice user’s conversation 
to Deafblind user.  Deafblind user ”reads” the 

conversation through a TeleBraille device.

Deafblind user types the conversation to
relay operator. Relay operator voices the

typed message to voice user.   

user requests increased or decreased 

per minute. 

7 1 1
888 272 5528  
(Spanish to Spanish)

877 564 3503  
(Spanish to English)

nebraskarelay.com/spanish 
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How to Make an STS Phone Call:

7 1 1

888 272 5527

877 787 1989 (Customer Service)

nebraskarelay.com/sts

Speech-to-Speech (STS) allows a person 
with a speech disability to voice his/her 
comments.  A specially trained Nebraska 
Relay operator will listen and repeat the 

This new feature makes call set-up easy for anyone 
with a speech disability. 

Nebraska
Relay now offers My Email Set Up.   Now, an 

STS user can e-mail call instructions or information 2 to 24 
hours prior to the call.  This can include information such 
as the number to be dialed, the name of the person being 
called, any special instructions to help make the call easier.

For more information about My Email Set Up, go to 
www.nebraskarelay.com/myemailsetup

A new national wireless solution for STS users.

While 711 has been implemented across the 

STS when not at home. Sprint has implemented a 
national wireless short code for STS to make it easier to 
place or receive STS calls. 
Simply dial *787 (*STS) from 
any Sprint wireless phone to 
be connected with a Sprint 
STS relay operator.

Please note that this service 
is only available on the 
Sprint wireless network at 
this time.

For more information about 
My Wireless STS, contact 
STS Customer Support at 
877-787-1989 or visit 
www.sprintsts.com/mywireless

speech-disabled user’s comments to the 
called party.  You do not need special 
equipment to use this service.

Voice user talks directly back 
to STS user.

Relay operator re-voices STS 
user’s conversation to voice user.

STS user talks to voice user.
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How to Make an HCO Phone Call: 

7 1 1

800 833 7352

nebraskarelay.com/hco

Hearing Carry-Over (HCO) allows 
speech-disabled users with hearing to 
listen to the person they are calling.  The 

HCO users can listen while 
the relay operator is voicing 
the TTY user’s typed message. 
The HCO user types the 
conversation directly to the 
TTY user.

HCO users can contact 
other HCO users. The relay 
operator will voice to both 
parties what is typed on each 
user’s TTY. 

Relay operator voices TTY 
user’s typed message to 
HCO user.

TTY user types the message 
to the relay operator.

HCO user types the message 
directly to TTY user.

HCO user #2 types the conversation to HCO 
user #1.   Relay operator voices the typed 
message by HCO user #2 to HCO user #1.

HCO user #1 types the conversation to relay 
operator.  Relay operator voices the typed 
message by HCO user #1 to HCO user #2.

Voice user talks directly to HCO user.Relay operator voices VCO user’s typed 
message to voice user.

HCO user types the conversation to 
relay operator.

HCO user types the conversation for the 
relay operator to voice to the standard 
telephone user.
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How to Make a VCO Phone Call:

Voice Carry-Over (VCO) is a service that 
enables a hard-of-hearing or deaf user 
to speak directly to the hearing person.

When a hearing person speaks to the 
VCO user, the relay operator will serve 
as his/her “ears” and type everything 
said that will appear on a TTY or text 
display equipment.

7 1 1

877 564 2481

nebraskarelay.com/vco

VCO user reads the message
on  the TTY or text display equipment. 

Voice user talks to VCO user while the
relay operator types voice user’s message.

After VCO user says, “Go Ahead”,
it is voice user’s turn to respond. 

VCO user talks to voice user directly. 1
43
2
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The relay operator will serve 
as both Voice Carry-Over 
users’ “ears” and type what 
the other person says.  This 
is for people who have a 
VCO phone without a text 
display equipment or don’t 
wish to type.

The relay operator will type 
what the Voice Carry-Over 
user says to the TTY User.  
The message that the TTY 
user types will go directly to 
the VCO user’s TTY or text 
display equipment.

Two-line VCO allows a deaf 
or hard-of-hearing person 
with two telephone lines to use 
one line for speaking directly 
to a hearing person while the 
second line is used to receive 
the hearing person’s typed 
responses.

The relay operator specializes in all types of Voice Carry-Over 
calls, such as VCO Direct, VCO to TTY, VCO to VCO, or Two-Line 
VCO.  With this service, you no longer have to specify your call 
type to the operator.

TTY user types messages 
to VCO user’s TTY or text 
display equipment. 

Relay operator types VCO 
user’s conversation to TTY 
user.  TTY user reads the 
message on the TTY screen.

VCO user talks to TTY user 
via relay operator.

VCO user #2 talks to VCO 
user #1. Relay operator 
types conversation back 
to VCO user #1.

VCO user #2 reads the 
message on the TTY screen 
or text display equipment.

VCO user #1 talks to VCO user 
#2. Relay operator types VCO 
user #1’s conversation to VCO 
user #2.

8. VCO user reads text 
message on the TTY via the 
1st line while listening to 
voice user on the 2nd line. 

7. Relay operator types 
voice user’s message 
to VCO user.

6. Voice user talks to 
VCO user.

5. While the 1st phone line 
 is connected to relay 

operator, VCO user speaks 
directly to voice user on the 
2nd phone line.

How to Make a Two-Line VCO Phone Call:
1. Dial the Nebraska Relay number on line #1 and type, “TWO LINE VCO PLS CALL ME BACK ON 

2. The relay operator will call VCO user back on line #2.  Pick up the line #2 phone and then 

3. Dial voice user’s number.

4. 
conversation.
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CapTel users place a call in the same 
way they would when using a traditional 
phone by dialing the number directly. The 
CapTel phone automatically connects to 
Nebraska’s captioning relay service as 
you dial on a one or two-line phone. 

CapTel user listens and reads voice user’s 
conversation on the CapTel phone.

CapTel operator captions/transcribes 
voice user’s message into text by

using voice-recognition technology. 

Voice user talks to CapTel user.
As CapTel user dials, the phone automatically 
connects to a captioning service.  CapTel user 

talks directly to voice user.

How to Make a CapTel Phone Call:

For CapTel Callers: Dial the 
person you are calling directly

For Hearing Callers:
877 243 2823

nebraskarelay.com/captel

NOTE: CapTel users are responsible for their own long-distance charges.  
However, there is no charge for using the CapTel service.   

To purchase a CapTel, go to www.captel.com/availability/NE.php

When the other person speaks, you can 
hear his/her voice and also read the 
spoken comments on your CapTel phone 
display screen.

CapTel is an acronym for captioned 
telephone.

1
43
2
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605 224 1837  

Nebraska Relay provides a toll-free 900 
number that connects relay callers to any 
900 or 800 Pay-Per-Call service. 

NOTE: 

Bi l l ing procedures may apply 
differently depending upon the pay-
per-call  service called. 

For further assistance with 900 calls, 
call Nebraska Relay 24-hour Customer 
Service at 800-676-3777 (TTY/Voice) 

How to Make 900 Phone Call: 

1. Relay users dial a separate toll- 
free 900 number to connect with 
Nebraska Relay. 

2. Relay operator will dial the 
requested outbound 900 or 800 
Pay-Per-Call service number. 

3. Upon connection to the 900 number, 
billing procedures will begin.

900 230 3434

NOTE: 

billing. 

Nebraska Relay will relay Directory 
Assistance (DA) calls between TTY 
users and the Local Exchange Carrier 
(LEC) DA operator.  Once the caller 
makes the request, the relay operator 

will contact the appropriate LEC DA 
operator.  After obtaining the number, 
the caller may choose to place the call 
through Nebraska Relay or dial directly 
from TTY to TTY. 

The TTY user can request the relay 
operator to retrieve voice messages 
from the answering machine.

Nebraska Relay DOES NOT enter a 
“CALL TO” number. 

1.  Place your phone handset on the 
speaker part of the answering 
machine until all messages have 
been retrieved. 

2.  Place the phone handset back on 
the TTY and type “GA.”

3.  Relay operator will type your 
messages.

7 1 1

800 833 7352 

7 1 1

800 833 7352  

The Federal Communications Commission 
(FCC) issued an order of access to relay 
services through public payphones. 

The order states that: 

All local calls from TTY payphones 
are free of charge. 

Toll calls can be billed through 
calling cards and prepaid cards.

TTY users who wish to use a coin TTY 
payphone can use Nebraska Relay 
to assist in connecting calls. There are 
several ways to bill non-local calls: 

Collect 

Third party 

Calling card 

Prepaid card 

Nebraska Relay allows you to place and 
receive calls to and from anywhere in 

 (using English or Spanish).  

Callers from a country outside the United  
States may also access Sprint Relay via 
605-224-1837.
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Computer users can access Nebraska 
Relay directly.  ASCII Split Screen is 
designed to allow high-speed ASCII 
computer users and relay operators to 
type their conversations which can be 
viewed on split windows. ASCII users 
and voice users can interrupt the relay 
operator if needed.

7 1 1

1 800 833 7352

1 888 696 0629 (Fast ASCII) 

up, use these settings:
8 Bits 
No Parity 
1 Stop Bit 
Full Duplex 

below, use these setting:
8 Bits 
No Parity 
1 Stop Bit 
Half Duplex 

Program (NSTEP) i s  a program 
that provides free equipment for 
Nebraska residents with qualifying 
disabilities that interfere with the use 
of the telephone. Individuals who are 

telephone equipment are encouraged 
to apply to receive assistive equipment 
through the Nebraska Specialized 
Telecommunications Equipment Program.

www.nebraskarelay.com/nstep Who is Eligible for the Program? 

Training and equipment installation is provided at no charge.

To find out whether you are eligible or for more information,  
go to 

Available? 

The program provides a range of 
assistive telephone equipment, including:

  
 TTYs 
 captioned telephones 
 videophones 
 wireless call phones 
 alerting devices
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For more information: 
www.nebraskarelay.com

7-1-1
800-833-7352
For more information:   www.nebraskarelay.com/tty

7-1-1
800-833-0920 
For more information:   www.nebraskarelay.com/voice

7-1-1
877-564-2481 
866-931-9027  (Customer Service for VCO only)
For more information:   www.nebraskarelay.com/vco

7-1-1
800-833-7352
For more information:   www.nebraskarelay.com/hco

7-1-1
888-272-5527
877-787-1989 (Customer Service for STS only)
For more information:   www.nebraskarelay.com/sts

7-1-1
888-272-5528 (Spanish-to-Spanish)
877-564-3503 (Spanish-to-English)
For more information:  www.nebraskarelay.com/spanish

For CapTel Caller: Dial the person you are calling directly
For Hearing Callers: 877-243-2823
For more information: www.nebraskarelay.com/captel

www.sprintip.com
For more information:  www.nebraskarelay.com/iprelay

For WebCapTel Caller: Login at www.sprintcaptel.com
For Hearing Callers: 800-933-7219
For more information: www.nebraskarelay.com/webcaptel

800-676-3777 (TTY/Voice/ASCII)
800-676-4290 (Español - TTY/Voz/ASCII)
Sprint.TRSCustServ@sprint.com (E-mail)

7-1-1
800-833-7352
For more information:  www.nebraskarelay.com/telebraille

900-230-3434
For more information: www.nebraskarelay.com/900

TTY Users

Hearing Users

TeleBraille Relay

Spanish Relay

Voice Carry-Over
(VCO)

Hearing Carry-Over
(HCO)

Speech-to-Speech
(STS)

Internet Relay

CapTel®

WebCapTel®

900 Services

Nebraska Relay
Customer Service
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Nebraska Relay Service is provided by Sprint Relay
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86-301. Act, how cited.

Sections 86-301 to 86-315 shall be known and may be cited as the

Telecommunications Relay System Act.

Source:Laws 1993, LB 305, $ 23; R.S.1943, (1999), $ 86-1301; Laws2002, LB 1105,.$ 179.

86-302. Purpose ofact.

The purpose of the Telecommunications Relay System Act is to provide a

statewide telecommunications relay system and a statewide voucher program for
the provision of specialized telecommunications equipment for qualified deaf, hard

of ñearing, or speech-impaired persons in Nebraska which enables them to
communicate twenty-four hours per day, seven days per week, with other persons

who use conventional telephone systems.

source:Laws 1990, L8240, $ l; R.S.Supp.,l992, $ 86-901; Laws 1993, LB 305, $ 24; Laws

1995, LB 146, $ 1; Laws 1997,LB 568, $ l; Laws 1999,LB 359, $ 4; R.S.1943, (1999), $ 86-

1302; Laws 2002,L8 1105, $ 180.

86-303. Definitionso where found.

For purposes of the Teleoommunications Relay System Act, the definitions

found in sections 86-304 to 86-31 1 apply.

source:Laws 1990, LB 240, $ 2; R.S.Supp.,l992, $ 86-902; Laws 1993, LB 305, $ 25; Laws

1995, LB 146, $ 2; Laws 7999,L8 359, $ 5; R.S.1943, (1999), $ 86-1303; Laws 2002,L8 1105,

$ r8l.

86-304. Commission, defined.

Commission means the Public Service Commission.

Source:Laws2002, LB 1105, $ 182.

86-305. Deaf, defined.

Deaf has the same meaning as in sectionTl-4720.01.
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Source:Laws2002, LB 1105, $ 183.

86-306. Fund, defined.

Fund means the Nebraska Telecommunications Relay System Fund.

Source:Laws2002, LB 1105, $ 184.

86-307. Hard of hearing, defined.

Hard of hearing has the same meaning as in sectionTl-4720.01.

Source:Laws 2002, LB I 105, S 185.

86-308. Household, defined

Household means a family unit whose members are related by birth, marriage,

or adoption and who share a common living arrangement.

Source:Laws2002, LB 1105, $ 186.

86-309. Personal telephone service, defined.

Personal telephone service means telephone service located in an individual's
room and the telephone service account is in the individual'S name.

Source:Laws2002,LB 1105, $ 187.

86-310. Specialized telecommunications equipmento defined.

Specialized telecommunications equipment means arly telecommunications

device enabling deaf, hard of hearing, or speech-impaired persons to communicate

using conventional telephone systems. Specialized telecommunications equipment

includes, but is not limited to, telecommunications devices for the deaf, signaling

devices, and amplification devices.

Source:Laws2002, LB I105, $ 188.
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86-311. Telecommunications relay systemo defined.

Telecommunications relay system means a service permitting full and

simultaneous communication between deaf, hard of hearing, or speech-impaired
persons using specialized telecommunications equipment and other persons using
conventional telephone equipment.

Source:Laws2002, LB 1105, $ 189.

86-312. Nebraska Telecommunications Relay System Fund; created; use;

investment.

(1) The Nebraska Telecommunications Relay System Fund is created. The fund
shall be used to provide a statewide telecommunications relay system and to
administer a statewide voucher program to provide specialized telecommunications
equipment to qualified deat hard of hearing, and speech-impaired persons in
Nebraska, except that transfers may be made from the fund to the General Fund at

the direction of the Legislature.

(2) Based upon the price of the equipment, vouchers shall be issued by the
program administrator to pay private vendors for all or part of the cost of the
equipment. After purchase, the recipient is the owner of the equipment and

responsible for enforcement of any warranties and repairs.

(3) Any money in the Nebraska Telecommunications Relay System Fund
available for investment shall be invested by the state investment officer pursuant
to the Nebraska Capital Expansion Act and the Nebraska State Funds Investment
Act.

Source:Laws 1990, LB 240, $ 3; R.S.Supp.,1992, $ 86-903; Laws 1993, LB 305, $ 26; Laws
l994,LB 1066, $ 141; Laws 1995, LB 146, $ 3; Laws 1997,LB 568, $ 2; Laws l999,LB 359, $

6; R.S.1943, (1999), $ 86-1304; Laws 2002, LB 1105, $ 190; Laws 2009, First Spec. Sess., LB3,

$ e7.

Cross References
Nebraska Capital Expansion Act, see

Nebraska State Funds Investment Act, see section 72-1260.
section 72-1269.
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86-313. Surcharge; amount; hearing; commission; powers and duties.

(lXa) Each telephone company in Nebraska shall collect from each of the
telephone subscribers a surcharge not to exceed twenty cents per month on each
telephone number or functional equivalent in Nebraska, including wireless service
as defined in section 86-456.01. Except for wireless service, the surcharge shall
only be collected on the first one hundred telephone numbers or functional
equivalents per subscriber. The companies shall add the surcharge to each

subscriber's bill. The surcharge shall not be collected with respect to prepaid
wireless telecommunications service as defined in the Prepaid Wireless Surcharge
Act.

(b) The telephone companies are not liable for any surcharge not paid by a
subscriber.

(2) Before April 1 of each year, the commission shall hold a public hearing to
determine the amount of surcharge necessary to carry out the Telecommunications
Relay System Act. After the hearing, the commission shall set the surcharge at the
level necessary to fund the statewide telecommunications relay system and the
specialized telecommunications equipment program for the following year plus a
reasonable reserve. The surcharge shall become effective on July I following the
change.

(3) In an emergency the commission may adjust the amount of the surcharge to
become effective before such date but only after apublic hearing for such purpose.

(4) Each telephone company shall remit the proceeds from the surcharge to the
commission. The commission shall remit the funds to the State Treasurer for credit
to the fund.

(5) The commission may require an audit of any company collecting the
surcharge pursuant to the act.

(6) This section shall not apply to subscribers who have no access to relay
servlce

Source:Laws 1990, LB 240, $ 4; R.S.Supp.,l992, $ 86-904; Laws 1993, LB 305, $ 27; Laws
1995, LB 146, $ 4; R.S.l943,(1999), $ 86-1305; Laws2002, LB 1105, $ l9l; Laws 2003,L8
187, $ 28; Laws 2007, LB66l, $ 3; Laws 2070, L8723, $ l; Laws 2012, LBl091, $ 6.

Operative Date: January 1,2013
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Cross References
Prepaid Wireless Surcharge Act, see section 86-901.

86-314. Telecommunications relay system; specialized telecommunications
equipment program; requirements; rules and regulations; administrative fine.

(1) The commission shall establish standards, procedures, and training
specifications for the telecommunications relay system and shall supervise its
operation. The telecommunications relay system shall assure prompt and accurate
relay of all messages seven days per week, twenty-four hours per day, including
holidays, to all deat hard of hearing, or speech-impaired persons living in
Nebraska who possess specialized telecommunications equipment. Any person
using the telecommunications relay system shall not be charged for access to such
system other than charges billed for instate and out-oÊstate long-distance
telephone service. The telecommunications relay system shall at least provide the
following telephone services: (a) Statewide instate calls with charges for long-
distance calls billed to the person making the call in a manner which the
commission determines will recover the cost of long-distance calls to the system;
(b) out-of-state calls with charges billed to the person making the call; and (c)
emergency calls.

(2) The commission shall establish standards and criteria and shall determine
the eligibility of qualified deaf, hard of hearing, and speech-impaired persons

applying for specialized telecommunications equipment. The eligible standards and
criteria shall include the following: (a) Only one person per household may be a
recipient of the telecommunications equipment; (b) an applicant shall reside in a
household that has telephone service; (c) a recipient of equipment may not reapply
for assistance more than once every five years; and (d) a nursing home or
institution resident is eligible for specialized telecommunications equipment only if
he or she has personal telephone service.

(3) The commission may approve applications for specialized
telecommunications equipment if they meet the guidelines established by the
commission.

(a) The commission shall adopt and promulgate rules and regulations necessary

for implementation of the Telecommunications Relay System Act and guidelines
for the specialized telecommunications equipment program. The commission may
enter into contracts with other agencies or private organizations, which may
include the Commission for the Deaf and Hard of Hearing, to operate the
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telecommunications
equipment program.

relay system and the specialized telecommunications

(5) The Public Service Commission may administratively ftne pursuant to
section 75-156 any person who violates the act.

Source:Laws 1990, LB 240, $ 5; R.S.Supp.,l992, $ S6-905; Laws 1993, LB 305, $ 28; Laws
1995,LB 146, $ 5;Laws 1997,L8 851, $ 27;Laws1999,LB 359, $ 7;Laws2000,LB 1285, $
22;R.S.Supp.,2000, $ 86-1306; Laws2002, LB I105, $ 192.

86-315. Special committee; membership.

The commission shall administer the Telecommunications Relay System Act
with the advice of a special committee appointed by the Commission for the Deaf
and Hard of Hearing. The special committee shall consist of seven members as

follows: One member shall be a deaf person; one member shall be a deaf or hard of
hearing person; one member shall be a speech-impaired person; one member shall
represent the Public Service Commission; one member shall represent the
telephone industry; one member shall represent the Commission for the Deaf and

Hard of Hearing; and one member shall represent the public.

Source:Laws 1990, LB 240, $ 6; R.S.Supp.,l992, $ 86-906; Laws 1993, LB 305, $ 29; Laws
1997,L8 851, $ 28; Laws 1999,LB 359, $ 8; R.S.1943, (1999), $ 86-1307; Laws 2002, LB
I 105, $ 193.
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EFFECTÏVE DATE: September 2, 2OL3 LAST ISSUE DATEz ,JuLy 22, 2073

TITIJE 297 - NEBR-A.SKA PUBL]C SERVICE COMMISSION

CHAPTER 5 - TELECOMMTNICATIONS RUITES AND REGULATIONS

010 NEBRASKA TELECOMMITNICATIONS REIJAY SYSTEM

Oi-O.Oi- purpose: Provide a state\Àride telecommunications rel-ay system
and a statewide voucher program for the provision of special-ized
telecommunications equipment for gualifíed deaf, hard of hearing, or
speech-impaired persons in Nebraska whj-ch enables them to communicaLe
twenty-four (24) hours per day, seven (7) days per l^teek, including
holidays, with other persons who use conventional telephone systems.

O1-0.02 Statutory Authorit¡¿: This section is adopted pursuant to the
TeLecommunications Relay System Act.

0l-0 . 03 Scope: Any person using NTRS shall not be charged for access to
such system other than charges biIled for in-state and out-of-state
long-distance tel-ephone service. NTRS shal1 at a minimum provide state-
wide in-state cafls with charges for long-distance calls billed to the
person makíng the call in a manner which the Commissíon determines will
recover the cost of long-distance calfs to the system; out-of-state
calls with charges billed to the person making the ca11,' and emergency
calls.

010.04 Commission Authori Procedures involving the administration
of NTRS shall- be governed by the Nebraska Telecommunications Relay
System Rufes and the Rules of Commission Procedure unless otherwise
prescribed by order of the Commission. The Commission may enter ínLo
contracts with other agencies or private organizations to operate NTRS

and NSTEP.

O1O.O4A Administrative Fines: The Commission may administra-
tively fine pursuant to Neb.
person who violates the Act.

Rev. Stat. Section 75-l-56 any

oLo.05 Forms: The Commission will specify, by order, Lhe manner in
which information shall be filed with the Commission. Upon a showing of
good cause, the Program Admj-nístrator may accept information filed in a
manner other than prescribed in a Commission order.

01-0.06 Tel-ecommun ications Re]av Surcharge Each telephone
provider of wíre1ess service in Nebraska shall collect from
telephone subscribers with a surcharge not to exceed twenty
per month on each telephone number or functional equivalent
including wireless service.

company and
each of the
(20) cents
in Nebraska,
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EFFECT]VE DATE: September 2, 2OL3 LAST ISSUE DATEz ,Jrul.y 22, 20a3

TTTI,E 291, - NEBRASKA PUBT,IC SERVICE COMMISSION

CIÍAPTER 5 - TEIJECOMMUNICATIONS RUIJES AND REGULATIONS

010.064 Exemption: The surcharge authorized by this section
shal-l not appfy to prepaid wirel-ess Lelecormunications services
as def ined ín the Prepaid Vilírel-ess Surcharge Act.

ol-O.O5B Relav Surcharse Shown on Subscriber Bílfs: The sur-
charge shall- appear as a separate line-item charge on the sub-
scriber's billing statement and shal-l- be labeled as "Tel-ecornm
Relay Surcharge" or trRefay Surchatge",

O1O. O6C .Annual- Surcharge Rate Determination:

Ol-O.O6C1 Public Hearing: Before April L of each year
the Commission shall hold a public hearing to deLermine
the amount of surcharge necessary to carry out Lhe
provisions of the Act.

O1O.O6C2 Rate: After such hearing as required in
Section O1O.068L, Lhe Commission sha1l set the sur-
charge at the fevel necessary to fund the statewide
NTRS and NSTEP for Lhe following year plus a reasonabLe
reserve.

O1O.O6C3 Effective Dates: The surcharge set pursuant
to 010.0681- and 0L0.06P2 shall become effective for the
next f iscal year beginning ,Ju1y 1.

OL0.O6C4 Limitation: The surcharge rate sha1l not
exceed Lwenty cents (0.20) per month on each telephone
number or functional equivalent in Nebraska, including
wireless servíce. Except for wireless service, the
surcharge shall- only be col-fected on the first one
hundred (1-oo) telephone numbers or functional equiva-
lent per subscriber. The companies shall add the
surcharge to each subscriber's l-ocaf telephone bill.

01_0.05c5 Rate Settinq: ln an emergency the
Commission may adjust the amount of the surcharge after
a public hearing for such purpose.

01-0.06D Nebraska Te lecommunications Rel-av Svstem Fund: The
fund shall- consist of the surcharges credited to the fund, any
monies appropriated by Lhe LegislaLure, any federal funds
received for telecommunications relay systems, and any other
funds designated for credit to the fund.
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EFFECTIVE DATE: September 2, 20L3 LAST ISSUE DATET 'Jll-y 22, 2013

TITIJE 29L - NEBRASKA PUBIT]C SERVICE COMMISSION

CTIAPTER 5 - TELECOMMTTNICATIONS RUIJES AND REGUIJATIONS

0l-0 . 07 Remittance:

Ol-O.O7A Remittance Vilorksheets: Remittance worksheets shalI be
received by Lhe DeparLment no later than thirty (30) days after
Èhe end of t,he remittance period. In the evenL the thirtieth
(AO.t'¡ day falls on a h/eekend or holiday, the remittance form
shall- be due on the next business day.

01-0 . 078 Filinq Options:

O1O.O7Bl- Monthly: Telephone companies and providers of
wireless service shal-l- remit the TRS surcharge on a
monthly basis to the TRS Fund except as provided in
sections 0L0.0782 and 01-0.0783.

O1-O.O7B2 Quarterly: A telephone company or provider of
wireless service whose monthly remittance amount is l-ess
Lhan twenty-five dollars ($25) may elect to remit on a
quarterly basis.

O1O.O7B3 Annually: A telephone company or provider of
wireless service whose monthly remittance amount is less
than twenty-five dollars ($25) may elect to remit on an
annual basis. The period for annual remittances shall
run 'July 1 through \Tune 30, with the surcharge remit-
tance due on ,July 30 annually.

01-0.0784 rílinq Election: A t elephone company or
provider of wireLess service whose monthly remittance
amount is less than twenty-five dol-l-ars ($25) must
not,ify the Commission in writing of its election to
remit quarterly or annualIy prior to the remituance
period.

O1-O.O7C Remittance to the Fund: Except as províded in RuIe
O1-O.O7CL, all remittances shall be transferred elecLronically to
the Nebraska State Treasurer. Remittances sha1l be received by
the Nebraska State Treasurer no later than thirty (30) days
after the end of Lhe remittance period in which Èhey were
collected pursuant to the period prescribed or elected pursuant
to secLion 01-O.O7B, as apptj-cable. fn the event the thirtieth
(30th) day falts on a weekend or holiday, the electronic
remittance shall be due on the next business day.
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EFFECT1VE DATE: Septeniber 2, 2OA3 LAST ISSUE DATE,. ,JuIy 22, 2OL3

TITLE 29t - NEBR.A'SKA PUBIJIC SERVICE COMMISSION

CHAPTER 5 - TELECOMMUNICATIONS RUIJES AND REGUITATTONS

OlO.OTCL Department Initiated Remittances: A
telephone company or provider of wireless service may

el-ect to have the DepartmenL initiate the electronic
transfer of such company's remittance to the Fund.

OLO.07C2 Authorization and Bankinq InformaLion: A
telephone company or provider of wireless service
electing to have the Department initiate the efectronic
transfer of remittance to the Fund sha11 provide the
necessary authorizaLion and banking information
requíred by the Program Administrator.

O1O.O7C3 Initiation of Transfer: The receipt of a
telephone company or províder of wire1ess servíces'
remittance worksheet will resul-t in the Department's
initiation of the electronic transfer of the telephone
company's or provider of wireless services' remittance
to the Fund if the appropriate indication is made on
sai-d remitLance worksheet. Said electronic transfer
witt be done in accordance with authorization granted
to the DepartmenL by the company or provider of
wireless services.

OLO.OTD Remittance by Commission: The Commission shaLl remit
the proceeds from the surcharge to the State Treasurer for
credit to the Fund.

O1O.O7E Audits: The Commission may reguire an audit of any
telephone company col-lecting the surcharge pursuant to the Act.

0l_0.08 of Service:

OlO.OgA The vendor shall ensure that, except during network
failure, at least ninety percent (903) of aII calls are answered
by the relay center withín ten (10) seconds from the time the
cal-l- enters the TRS system during all times of the day and at
leasL ninety-five percent (95?) of all cal-ls are answered v¡ithin
Len (1-O) seconds for the month by any method which results in
the cal-ler's cal-l- immediat,ely being placed, not put in a queue
or on hold.
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EFFECTM DATE: September 2, 20]-3 LAST ISSUE DATEz ,JuLy 22, 2OL3

TTTI,E 29L - NEBR.A'SKA PUBI,IC SERVTCE COMMISSION

CHAPTER 5 - TELECOMMIINïCATIONS RULES AND REGUITATIONS

0l_0.09 Directorv Recruirements: Telephone companies shal1 provide
printed information in telephone directories at no charge regarding
relay servíces.

oLo.ogA Reguired Informatíon: The information listed in
telephone directories
ing:

sha1l contain information on the foflow-

OLO. OgAL Connecting to the re1ay, including a refer-
ence to 711 dialing;

O1-O.O9A2 Access numbers, including but not limited Eo

TTY, Voice, ASCII, Fast ASCII, Speech to Speech,
Spanish and Customer Service;

Ol-0. O9A3 A reference to Lhe NSTEP program including
contact numbers for Lhe PSC and the Nebraska Commission
for the Deaf and Hard of Hearíng and application
information.

01-0.l-0 Notification: Telephone companies shal-l- inform their sub-
scribers of the availability of relay services through a bill insert or
other prominent bill message on an annual basis.

OLO. 11 Nebraska Specialized Telecommunicat ions Ecruipment Program
(NSTEP) :

Ol-0.1-l-A Eligibility: To qualífy for NSTEP applicants must meet
AIJIr of the following eligibility reguirements:

oLO.l-LA1 Applicant is deaf, hard of hearing, speech-
impaired, or dual-disabled and as a resuft of such
impairmenL is unable to use a conventional telephone
effectively.

0L0.11A2 Applicant is at least three (3) years of age
or older and able to demonstrate Lhe requisite skill Lo
operate STE.

Ol-O.LLA3 Applicant currently has telephone service or
has applíed for telephone service in t.he state of
Nebraska at their primary place of residence.

Applicant is a resident of the state of010.1_LA4
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EFFECTM DATE: SepLember 2, 2OL3 IJAST ISSUE DATE : J:uJ-y 22, 201'3

TTTT,E 29L - NEBRÄ'SKA PUBTJTC SERVICE COMMISSTON

CTAPTER 5 - TELECOMMUNICATIONS RULES AND REGULATIONS

Nebraska.

010.1_1_A5 Applicant has not applied for NSTEP within
the past five (5) years.

0L0.1l-46 At the time of application, no other resident
of applicant's household has STE in his or her
possession.

Ol-O. LLA7 ApplicanL has obtained a professional certi-
fication of the qualifying disability or disabílities
as prescribed by the Commission.

0L0 . 1l-B Equipment Selection: Except as provided in Section
o1-0.11C, applicants may only choose one piece of STE and/or one
telephone signaling device per househol-d. A l-ist of eligíble
equipment categories may be obtained from Lhe Commission upon
request.

010.l-l-c Dual-Disabled Applicants: DuaI-Disabled applicants
desiring specíalized eguipment v¡ith further adaptive equipment
for dua1ly-disabled individuafs shall complete a supplemental
applicatÍon form including certification from a gualified
profession of applicant's dual-disability status and need for
further adaptive equipment. Supplemental applications shall be
availabLe from the Commissíon upon request.

0l-0.l1D Voucher Procedure:

010.11D1 Once the Program Adminj-strator receives a
completed application form and verifies that all
eligibility requirements have been met, the Program
Administrator will issue a NSTEP voucher.
Ol-O.LLD2 Applicant, or in the case of a minor, appli-
cant's parenL or guardian, shal-l- sign the NSTEP voucher
on l-ine marked "Applicant's Verification."

0t_0.l_1D3 Applicant shal-l- deliver the signed voucher to
the vendor from whom the applicant is purchasing the
STE.

O1O.1lE Reapplying: Reapplication for NSTEP is allowed only
when one of the following requirements is satisfied.
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EFFECTM DATE: SepLeÍtber 2, 2OL3 IJAST ISSUE DATE

TTTI,E 29L - NEBRÄSKA PUBI,]C SERVTCE COMMTSSION

CTIAPTER 5 - TEI¡ECOMMUN]CATIONS RUI¡ES AND REGUIJATIONS

,JuLy 22, 2OL3

OLO.1]-E1- Applicant has not received any STE in the
five years previous to the date on the current
application.

010.11-E2 Applicant's medica1 condítion has changed to
such an extenL that different equipment is reguired.
Special approval is reguired to reapply under this
section from the Nebraska Commission for the Deaf and
Hard of Hearing.

Ol-O.l-1E3 The Commission or Program Administrator may
waive the requirements of secLion 010.l-lEL upon a
showing of need by the applicant or upon request from
the Nebraska Commission for the Deaf and Hard of
Hearing.

01-0.11-F Vendors:

0L0.11F1- Participatinq Vendors: Onl-y vendors recog-
nized by the Commission as "Participating Vendors" will
be eligible for reimbursement under NSTEP.

O1-O.l-l-F2 Appl-ication Process: Any Vendor desiring to
be recognized as a ParEicipating Vendor in NSTEP shal-l-
submit the foLlowing: a completed applicaLion form; a
return and exchange po1ícy statemenÈ; a príce list; and
a statement that the vendor has read and agrees to
adhere to the Commission's Rules and Regulations
governing NSTEP. Participating Vendor applicaLion
forms shall be avail-able from the Commission upon
reguest.

0L0.11F3 Approved Equipment Lis!: The Commission
shal-l maintain an approved equipment l-ist that wil-I be
made avaitabl-e upon request. Vendor invoices submitted
for payment of equipment not on the approved eguipment
l-ist will not gualify for reimbursement.

O1-0.11F4 Payment Authorization: Except as provided in
Sectíon OLO.l-l-FB, pa)¡ment for equj-pment submiÈted under
NSTEP shaff be subject to the maximum alLowable expense
per applicant as determined by the Commission. Any
costs incurred by the applicant in excess of the maxi-
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T]TI,E 29T - NEBRASKA PUBTJTC SERVICE COMMISSION

CIIAPTER 5 - TEÍTECOMMUNICATIONS RUIJES AND REGULATIONS

,JuIy 22, 2OL3

mum allo\¡¡able expense per applicant are the responsi-
bility of the applicant. Setup cosLs shall not be
included in the calculation of tLre maximum allowable
expense per applicant.

O1-0.L1F5 Product Knowledqe: Vendors shal-l maintain
reasonable knowl-edge of all products being offered that
qualify for reimbursemenL under NSTEP.

O1-O . L1-F6 Vendor Pal¡¡nent: To receive pa)¡ment under
NSTEP, vendors shatl- submit voucher forms received from
applicants al-ong with an itemized invoice of
applicant's purchase(s) to the Commission.

Ol-O.l-l-F7 Setup Costs: If Lhe applicant requests setup
services from the vendor, the vendor may request reim-
bursement for the actual setup costs from NSTEP. The
vendor may submit the actuaf costs of setup to the
Commission on the same invoice as the eguipment sale.

O1O.l-1"F8 Special Authorization: If the applicant is
determined to be dually-disabled, the maximum al]owable
expense per applicanL pursLrant Lo Section 010.11F4 does
not apply.

010.1-LG Appl icant Responsibilities :

Ol-0.11G1 Maintenance: Any costs for general and
regular servicing or maintenance of equipment purchased
under NSTEP ís the responsibility of the applícant.

0L0.11G2 Repairs: Any costs for repair of equipment
purchased under NSTEP, regardless of whether said
equipment ís under vtarranty, is the responsibility of
the applicanL.

0L0. L1G3 üilarranties Extended Warranties Ariy costs
assocíaLed with $tarranty provisions for repaírs of any
equipment purchased under NSTEP is the responsibility
of the applicant. Any costs associated with purchasing
warranties and,/or extended warranties on equipment
purchased under NSTEP are the responsibility of the
appÌ j-cant.
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EFFECT]VE DATE: September 2, 2OA3 LAST ISSUE DATE: ,J1uly 22, 2O!3

TITITE 29L - NEBRÀSKA PUBITIC SERVICE COMMISSION

CHAPTER 5 - TEI¡ECOMMUNICATIONS RULES At{D REGUIJATIONS

O1-0. L1-G4 Structura] Modíf ications: Any costs asso-
ciated vrith structural modífications of existing struc-
tures necessary for NSTEP equipment operation is the
responsibility of Lhe applicant.

010.L2 Telecommunications tem Adviso Cornmittee: The
Commission shal-l- solicit on administration of NTRS

from the Telecommunications Relay system Advisory Committee
Such Committee shal1 be formed pursuanL to the Act.
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Appendix K: FCC's 2013 TRS Recertification Approving Nebraska Relay 
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September 25, 2017 
 
Commission’s Secretary 
Office of the Secretary 
Federal Communications Commission 
445 12th Street, SW, Room TW-A325 
Washington, DC  20554 
 
RE: Substantive Changes in TRS Services for the State of Nebraska CG DOCKET 

NO. 03-123. 
 
Dear Ms. Dortch,  
 
The Nebraska Public Service Commission (NPSC) submits the following substantive 
changes in TRS pursuant to 47 C.F.R. Part 64.606(f)(1); 
 

1. Effective July 1, 2014 the Nebraska Public Service Commission awarded 
Sprint Relay a second contract term for offering relay services for the 
State of Nebraska.  The contract provides for a five (5) period term 
effective July 1, 2014 through June 30, 2019 with no options to renew; 

2. Effective for this same time period, Captioned Telephone (CapTel) TRS 
services was also provided for with Sprint as primary contractor and CTI, 
the sole provider of CapTel in the United States.  CTI is a wholly-owned 
subsidiary of Ultratec.  Two-line CapTel is also provided; 

3. The rates for traditional relay with Sprint (session minutes-based) provides 
for annual increases as follows: FY 2014-15, $1.64; FY 2015-16, $1.84; 
FY 2016-17, $1.95; FY 2017-18, $2.15 and FY 2018-19, $2.24.  Rates for 
CapTel (conversation minutes-based) is $1.79 for the years one and two 
with $1.82 for FY 2016-17; $1.85 for FY 2017-18 and $1.89 for FY 2018-
19; 

4. Beginning September 4, 2017 through November 6, 2017 Buell 
Advertising in collaboration with Sprint was utilized to implement a 
television media awareness and outreach campaign for Nebraska Relay in 
the Lincoln & Hastings-Kearney market.  The total cost of this campaign 
was $20,000.00 shared equally with Sprint.  Beginning in February 2018, 
the campaign will be extended statewide for all markets at a total contract 
cost of $115,820 to be paid by the NPSC.  The statewide campaign will air 
on a six-week schedule over the course of ten (10) weeks. 

 
Sprint continues to meet all federal minimum standards since implementation of these 
substantive changes. 

The linked image cannot be displayed.  The file may have been moved, renamed, or deleted. Verify that the link points to the correct file and location.
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All other contact information as indicated per the Consumer and Governmental Affairs 
Bureau’s website at https://www.fcc.gov/general/trs-state-and-territories for the Nebraska 
TRS program is current.  Please contact me at (402) 471-0225 Voice and ask for Steve 
with any questions regarding the above or contact me by email at 
steve.stovall@nebraska.gov. 
 
Sincerely, 
 
 
 
Steven G. Stovall-Accountant 
Nebraska Public Service Commission    
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